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ABSTRACT 
 
 
 
The purpose of this study was to assess the role of the officials on housing 
service delivery in the Nelson Mandela by Municipality (NMBM). The role of the 
officials currently occupies the centre stage in the Public Service and they should 
be proud to be the servants of the people. Furthermore, they relish the challenge 
of providing improved services to all by applying the principles of Batho Pele. 
 
In order to meet the goals of the study, it was necessary to study the literature on 
the housing sector, in particular the role of Officials in the Nelson Mandela 
Municipality and the reasons why people marched and accused Officials of 
perceived Corruption in Nelson Mandela Bay Municipality.  
 
In order to address the research problem and to fulfill the research objectives, an 
in depth literature study was done. Empirical studies were done by means of 
face-to-face interviews and Questionnaires with the Sample population from the 
Community and the Department of Housing officials in NMBM. The findings of the 
study suggested that there is ineffective client interface, housing waiting lists are 
not properly managed, there is a lack of transparency in housing allocations, as 
well as favoritism by Officials, Councilors and Community leaders on the 
allocation of houses and there is also a problem of the illegal occupation of 
houses .The study further suggests that the role of Officials and Councilors 
needs to be improved if it is to serve as a catalyst for effective housing service 
delivery to the citizens of NMBM. 
 
Recommendations were put forward to assist the Nelson Mandela Bay 
Municipality in improving effective and efficiency Housing Service Delivery. 
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CHAPTER ONE 
ORGANISATION OF THE STUDY/RESEARCH 
 
 
The purpose of this study is to critically assess the role and relevance of officials 
in housing service delivery in Nelson Mandela Bay Municipality (NMBM).The 
topic chosen is within the field of study of Public Administration and 
Management.  
The proof that the topic is researchable will be demonstrated by ample 
documents, government policy guidelines, journals, books, speeches of the 
parliamentary portfolio chairperson on Human Settlements, Integrated 
development plan and other official documents which will be highlighted below. 
The challenges identified regarding the topic chosen stem from the Nelson 
Mandela Bay Municipality Annual Report 2010/11 which acknowledged risk 
factors associated with the delivery of Housing Units, especially as it relates to 
fraud and corruption; this included, amongst others, the Certification of 
nonexistent /detective units by both Municipal Employees and Consulting 
Engineers. The town planning challenges faced by inexperienced and insufficient 
staff are causing delays in the processing of land applications and planning to 
enhance sustainable Human Settlement closer to work opportunities. 
Various Media reports highlighted the dissatisfaction among Local Communities 
with housing officials and Project Committees. For example, Motherwell residents 
marched to the Provincial Housing Board to demand a housing beneficiary list for 
all the new RDP houses built in NU 29 Motherwell. The residents believed that 
people who purchased the RDP houses from Municipal Officials occupied some 
of the houses in the area illegally (Herald, June 2, 2011). Furthermore, the 
NMBM report on beneficiaries Administration challenges (2010) highlighted 
challenges confronted with regard to Beneficiary Management (Herald, 
September 30,2011) and indicated the existence of tension in Zosa Street over 
the beneficiary list where 34 residents were supposed to get keys, yet 
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Municipality was ready for only 21 houses to be handed over. The other 
remaining houses were still a matter of Conflict within the Community who were 
supposed to get keys first.   
In other instances, residents accused the project Committee of selling houses to 
people who were not entitled to them. Accusation included that Committee 
members sold houses illegally for R30.000 and some for lesser amounts. Some 
members or families who were not in the good books of project Committee 
members were removed from their houses and added on the problem list, which 
is a clear indication of corruption (Herald march 7, 2011). 
In Nelson Mandela Bay Mayor Ben Fihla has handed over 270 RDP Houses to 
beneficiaries in Arcadia North and issued a stern warning against renting or 
selling the houses by beneficiaries and project Committees (Herald, June 7, 
2013). ”Home Owners” are living in shacks but they are getting huge bills for 
properties they never occupied (Herald June 17, 2013). 
According to the Center for Development Support, the University of the Free 
State stated that the Nelson Mandela Bay Municipality protests and conflicts 
revolved around housing delivery and several points were cited in this as 
allegations of Corruption.  Considerable dissatisfaction regarding who should 
access housing subsidies and housing waiting list is not properly managed 
(Botes C, Lenka M:”Caldron of Local Protests”2006, 7- 8). 
The Minister of the former Housing Department, Lindiwe Sisulu, indicated that a 
total of 3 870 Eastern Cape and 2 270 Public Servants in the Western Cape are 
under investigation in connection with housing subsidy fraud (Herald 10 June 
2008). The lack of communication between the government officials and affected 
communities needs to be highlighted. 
It must be borne in mind that the majority of beneficiaries requiring houses are 
the poorest of the poor. The challenge for NMBM is to provide housing on an 
adequate scale and within the financial means of the poor.  There are challenges 
to be overcome in an attempt to provide low-income housing in the NMBM. 
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1.1. STATEMENT OF PROBLEMS 
 
The National Government of Housing is continuously striving to improve on 
housing service delivery, but at Local Government level the community 
protests have become almost commonplace - in particular in Nelson Mandela 
Bay metro, which has experienced a recent spate of service delivery protests. 
 
There are concerns raised by the community which are often accompanied by 
allegations that the government officials are corrupt or are engaged in 
nepotism in terms of their ineffective and poor housing administration and 
management, as well as having inexperienced and insufficient staff which 
results in delays in the processing of land and housing applications.  
 
The researcher will seek to determine and assess the role of officials with 
regard to these allegations and find out the causes of the challenges in order 
to come up with clear recommendations to assist the Nelson Mandela 
Municipality’s Department of Human Settlement Municipality. 
 
1.2. RESEARCH QUESTIONS 
 
In order to assess the role of officials in housing service delivery, the following 
research questions arise: 
 
      What is the current role of officials in housing service delivery? 
Are citizens or beneficiaries satisfied with the work of officials? If yes;  
Why have there been consistent local protests over housing? 
What are the challenges the Nelson Mandela Bay Municipality faces over 
housing service delivery? 
What is the turnaround strategy of the Human Settlements Directorate of the 
Metro regarding challenges identified in the process of housing service 
delivery? 
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1.3. OBJECTIVES OF STUDY  
The objective of the research is to assess the role of the officials in housing 
service delivery in the Nelson Mandela Bay Municipality. Further objectives 
are: 
 
To check the current role of officials in housing service delivery;  
To determine how residents feel about the role of officials in housing 
service delivery; 
To examine residents’ perceptions and attitudes towards the role of 
officials;  
To identify potential challenges; and 
To endeavor to empower the Municipality with regard to existing 
challenges and to draw conclusions that will eventually lead recommended 
solutions. 
 
1.4. SIGNIFICANCE OF THE STUDY 
The researcher believes that the study will contribute meaningfully to the field 
of research that will help to stimulate a constructive dialogue on the subject. 
The research will also be undertaken as the requirement for the completion of 
the Masters degree of Public Administration faculty of Management and 
Commerce at University of Forth Hare. The motive to undertake this study 
was also inspired by the need to give back to the Municipality and 
Community.  
The proposed research is likely to promote further investigation within and 
across disciplines and fields of Public Administration since it did not cover all 
areas or Wards within Nelson Mandela Municipality .The findings will also 
assist the Nelson Mandela Bay Municipality achieving its Vision of 
Sustainable Human Settlement and promoting the involvement of 
stakeholders in housing delivery. 
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1.5. LITERATURE REVIEW 
A literature review is the effective evaluation of selected documents on a 
research topic. The purpose is to provide background to the study being 
proposed. The relevant information will be obtained from books, journals, 
reports, and other soft sources of information. The scope of literature review 
will include both theoretical and empirical literature. The sources used will be 
primary information, while secondary data will be collected by means of 
internet searches, articles, newspapers, brochures aimed at providing a 
conceptual framework for the research.   
The focus of the inquiry will be to assess the role of officials in housing 
service delivery in the Nelson Mandela Bay Municipality. As far as could be 
determined, no other research has been conducted specifically on this topic. 
The framework for the National Housing Policy is informed by various pieces 
of legislation and policy documents which are essential to understanding the 
government’s approach to its housing policy development and 
implementation. In dealing with housing, we are dealing with the public and 
administration; hence it is important to define it. According to Waldt and du 
Toit (1997:13), Public Administration and Management is “concerned with the 
handling of Public and Management of Public institutions in such a way that 
the resources are used efficiently to promote the Welfare of the Public.”  
 Schwell and Rossouw  (2005) state that under the South African Public 
Service Competency framework, senior managers, project managers and 
middle  managers must  possess  skills such as strategic compatibility and 
leadership, project  and financial change  management, planning, monitoring, 
compiling of budget, controlling of cash flow, service delivery, innovation, 
problem solving, client orientation,  customs focus, communication, as well as 
honesty and integrity. If managers mastered these latter competencies, they 
would be able to champion new ways of service delivery, be able to 
systematically identify and resolve existing and anticipated problems as well 
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as be able to display and build the highest standard for ethical and moral 
conduct. 
The Housing Policy Strategy (1994) focuses on stabilizing the housing 
environment, and with the new housing vision, should seek to accelerate the 
delivery of housing as a key strategy for poverty alleviation. The provision of 
the existing policy states that before beneficiaries receive ownership there 
should be processes to be followed; like identification of beneficiaries, 
screening, completing application forms, and approval until beneficiaries have 
received happy letters (Department of Human settlements, Republic of South 
Africa 2000). The gaps have been identified in policy provision i.e. the gap in 
the housing register, demand database, allocation guidelines, allocation 
criteria and second screening. These gaps created dissatisfaction which led 
to allegations of corruption, nepotism and maladministration. The new 
programme was created to address these gaps i.e. profiling applicants, as 
well as developing guidelines and policies for administration of beneficiaries. 
The Government produced many policies such as guidelines, presentations 
and manuals for capacitating officials/steering committees in order to apply 
good strategies in housing service delivery, yet the problems or challenges on 
housing still remain. Many community protests have become more common 
and allegations of corruption on the part of government officials are still 
common. (De Visser, J and Steytler, N - Local Government Bulletin vol 4 no 
4). 
 
According to Dennis Ndaba (2010), it has been acknowledged that fraud; 
delays, absenteeism, corrupt contractors, ghost houses, shady workmanship 
and corruption around the housing waiting list system are chronic 
impediments regarding the delivery of housing. There are currently 800 
government employees who were found to be unlawful beneficiaries of 
housing subsidies (120 of them at Municipal level). 
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Among strictly confidential documents of the Municipality in Nelson Mandela 
Bay, highlights were, amongst others, the poor follow up of investigation 
results, owners of properties not registered on the Metro rates system, happy 
letters signed where no top structures were built, as well as names appearing 
on the housing system subsidies but ownership of the property transferred to 
another. 
 
The Human Sciences Research Council (HRSC) 2010 under Coordinator 
UDesh Pillay highlighted similar challenges across the province such as the 
theft of materials, municipal officials kept on a housing demand database, 
And Very few applicants appeared to have received feedback, which is 
indicative of a breakdown in communication. In some cases the invasion of 
land by community members when they hear of a housing project takes time.  
 
Various media reports highlighted the dissatisfaction among the local 
communities with housing officials and councilors. In Motherwell, residents 
marched to the Housing Board to demand a housing beneficiary list for the 
new RDP houses built in NU 29 Motherwell (Herald, 02 June 2011). In other 
instances, residents accused the project committee of selling houses to 
people who were not entitled to them. Accusations included that committee 
members sold houses illegally for R30 000 each and some for lesser 
amounts. Some families who were not in the good books of committee 
members were removed from their houses and added to the problem list, 
which is corruption (Herald, 7 March 2011). Many people have houses, which 
are not on a waiting list (Botes C, Lenka M: “The Caldron of Local 
Protests”2006, 7-8). 
 
At the Eastern Cape Pre Conference Consultative Workshop held in 2007 it 
was stated that housing development within the Province has been stifled by 
a number of constraints, ranging from the inadequate capacity of 
implementing agents. i.e. Municipality, which are lacking in reliable data on 
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the nature and the extent of the Provincial Housing’s backlog, inadequate 
project management and disjuncture in the planning and implementation 
(Eastern Cape Department of Housing).  
 
The Coordinator of the Human Sciences Research Council, UDesh Pillay, 
has, in his status report (2010), highlighted the challenges to delivery as being 
inadequate project management and its monitoring capability. He further 
stated that one of the issues that continually comes up in the literature is the 
issue of capacity which relates to two areas, firstly to staff, their numbers and 
their skills and secondly relating to the resources available to them to 
complete their jobs as well as the long lead time between the time a 
household applies for a unit and the actual time they receive it. The Draft 
Annual Report (2010/11) of Nelson Mandela metro further states that risk 
factors associated with the delivery of housing Units relates to fraud and 
corruption; ranging from the certification of nonexistent/defective units by both 
municipal employees and consulting engineers. 
  
Based on the above literature review, it is evident that many challenges 
confronting housing need to be corrected - ranging from officials, project 
steering committees and the institution itself in terms of administration. The 
South African Constitution of 1996 stipulated that the Public Service must be 
governed by the democratic values and principles enshrined in the 
constitution, including the following principles of a high standard for 
professional ethics; people’s needs must be responded to, public 
administration need to be accountable, service must be provided impartially, 
there needs to be fair  and equitable  service without  bias  and transparency 
must be  fostered. 
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1.6. RESEARCH METHODOLOGY 
In an attempt to address the objectives of the research, the qualitative 
approach will be used.  Collis and Hussey (2003:13) have defined this 
approach as “more subjective in nature” and involving “examining and 
reflecting on perceptions in order to gain an understanding of Social and 
Human activities. According to Weinreign (2006), it is stated that “this 
approach [serves] to provide the researcher with the perspective of the target 
audience members through dimension in a culture or situation and direct 
interaction with the people under study.” The researcher became an 
instrument of data collection and made use of secondary information from the 
books, journals, newspapers and the Internet.  
 
The aim of a qualitative researcher is to determine the relationship between 
one thing and another in a population. Under this approach, data information 
gathered is in a non-numeric form, there is not one dominant interpretation 
but rather multiple meanings of interpretations as compared with a 
quantitative approach.  It will be used in the form of collecting information on 
knowledge, values, and beliefs of the target population. It also deals with 
stories, observation, rather than numbers when gathering information. This 
approach is concerned with the qualitative phenomenon, i.e. phenomena 
relating to/or involving quality or kind. It seeks to discover the underlying 
motives and desires using in-depth interviews for the purpose. This is 
important in the behavioral sciences where the aim is to discover the 
underlying motives of human behaviour. Through such a research approach 
we can analyse the various factors which motivate people to behave in a 
particular manner, or which make people like or dislike a particular thing. 
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1.7. INSTRUMENT / METHODS TO BE USED 
 
In this study, the following instrument/methods will be used i.e. 
Questionnaires and Interviews:  
 
1.7.1. QUESTIONNAIRES 
 
A Questionnaire is a popular method for collecting data. A Questionnaire 
Survey is cheaper and less time consuming than interviews and very 
large samples can be taken (Collis & Hussey, 2003:174). It is reliable, 
relatively quick, has scientific merit, and furthermore depicts a broad 
picture of people’s experience and views. 
 
In this study, a structured questionnaire targeting respondents which 
include officials of the Human Settlement Directorates, community 
leaders as well as the residents or beneficiary households within the 
area of selected housing projects, will be designed by the researcher. 
The Questionnaire will consist of both open and ended questions. Open-
ended questions will enable those responding to express their views 
openly and to give detailed information. In Closed-ended questions, the 
possible answers are set out in the questionnaire and those responding 
select their response. These are regarded as most appropriate or 
accurate. The advantages of an Open-ended questionnaire are that it 
allows for and invites opinions, attitudes and perceptions. The 
advantages of A Close-ended questionnaire are that the possible 
responses are already categorized and are easy to analyse. The 
Questionnaire will be prepared in such a way that it covers the research 
questions and specific research objectives. All respondents will receive 
the same set of questions in an attempt to maintain standardisation. 
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1.7.2. INTERVIEWS  
 
This method of collecting data is chosen because it is a common method 
of collecting information from the respondents. The different aspects of 
the topic are revealed. The process of open discovery is the strength of 
such interviews (Collis &Hussey 3001:168). The interviews make it easy 
to compare answers but the disadvantage is that it is likely to be very 
time consuming. In this research face-to-face interviews will be 
commonly used. 
 
The interviews will be done with eight (8) community leaders, sixty (60) 
beneficiaries, committee members and eight (8) officials of departments 
of Human Settlements. The other advantage of interviews is that 
questions can be explained, are more appropriate for a complex 
situation, information can be supplemented and can be useful for 
collecting in-depth information. The disadvantages are that it is time 
consuming and expensive, the researcher may introduce his/her bias, it 
may be based on the interviewer, the quality of data may vary when 
many interviewers are used and the quality of data depends upon the 
quality of the interactions. 
 
1.7.3. TARGET POPULATION. 
According to Preece (1994:126), the term “Population” does not refer to 
the population at large, not even necessarily to humans or indeed 
animate objects at all. It refers to any whole group of a subject or things 
which have the characteristics identified for research purposes. 
Kobus Maree and Jacques Pietersen define sampling as the process of 
selecting a few (a sample) from a bigger group (sampling population) to 
become the basis for estimating or predicting the prevalence of an 
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unknown piece of information, situation or outcome regarding the bigger 
group.  
This study will employ three types of sampling, namely snowball, 
purposeful and random sampling, which will be highlighted in-depth 
below. 
The population of this study comprised of eight (8) senior officials from 
the Department of Human Settlements, eight (8) community leaders and 
sixty (60) beneficiaries and different sampling will be utilised. See the 
table below.  
Table 1 - Population of this Study  
POPULATION  SELECTED  MALE FEMALE MANDATE  
DEPT  
PROGRAMMES TYPE OF 
SAMPLING 
8 Senior 
Housing 
officials 
5 36 2 Provide shelter Relocation 
monitoring 
Probability  
Sampling 
8 Opinion 
leaders 
8 
 
5 
 
3 
 
Representative 
of people  
 
Report back to 
people, fasten 
service delivery 
Snowball 
Sampling 
380 Residents 60 30 30 Oversight on 
Programmes 
of Government 
to communities
 
- 
Purposeful 
Sampling 
   
   
   
   
   
To
ta
l 
392 73 38 35 - - 3 
 
From the population of the Department of Housing of NMBM, eight 
(8) official services will be sampled and will be using probability or 
random sampling, because each official or element in the 
population has an equal and independent chance of selection in the 
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sample (Barbie and Mouton, 2001:173). The advantages of random 
sampling are that it removes bias and the researcher will know to 
which population the sample may be generalised tests, based upon 
the theory of probability, which can be applied only to data collected 
from random samples. 
The other population to be sampled will be eight (8) community 
leaders from Ward 15. Snowball sampling techniques will be used 
in this case because it is essential to include people with 
experience in the area being interviewed in the sample (Collis and 
Hussey 2003:158). It is useful for studying communication patterns, 
decision making or diffusion of knowledge within a group (Kobus 
and Maree, Jacques Pietersen: 179). 
The other population to be sampled will be sixty (60) housing 
beneficiaries or residents of New Brighton, Silvertown and 
Masangwana Ville, where a housing project took place from 2010 -
2013. The form of purpose sampling will be used. According to 
Silverman (2005:129), purpose sampling allows the researcher to 
choose a project because it illustrates some features or process in 
which he is interested. The advantage of this sampling is extremely 
useful when one wants to construct a historical reality, describe 
phenomena or develop something about which only a little is 
known. 
 
1.8. ETHICAL CONSIDERATION. 
According to Cooper and Schindler (2003), the research is designed as such 
that participants will not suffer physical harm, discomfort, pain, 
embarrassment, or loss of privacy. The researcher must comply with the 
principles, which aim at protecting the dignity and privacy of every individual 
who, in the course of the research, will be requested to provide personal 
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valuable information. Before the participants are involved in research, they 
should be notified of:  
 The identity of all participants will be kept confidential;  
 The aims, methods, anticipated benefits and potential hazard of the 
research;  
 The right to abstain from participation and their right to terminate at any 
time  of their  participation; and   
 The report will be presented in a full and honest manner. 
The identity of all participants will be kept confidential. They will not be 
exposed to undue physical or psychological pressure. Participants will be 
informed of the nature of the research to be conducted. Participants will be 
given a choice on whether to participate or/not. The report will be presented in 
a full and honest manner. The researcher should be fully aware that the rights 
and safety of the respondent should not be compromised at any time. The 
Researcher will ensure that the respondents are aware that they are at Liberty 
to withdraw from the researcher at any time.  
 
 
 
1.9. SCOPE AND LIMITATION OF STUDY 
 
The research study will be assessing the role of officials on housing service 
delivery: A case study of Nelson Mandela Bay Metropolitan Municipality. The 
duration of the study will be eight months, be focusing on the Nelson Mandela 
Bay Metro Municipality, particularly in the areas affected by protests on 
housing service delivery, officials, councilors, community leaders and 
residents. Focus target will be between age 21-70 years...The researcher will 
be able to engage in a process of selecting sixty (60) resident /beneficiaries, 
eight (8) community leaders, eight (8) Officials from the Department of Human 
Settlements.  
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The limitation of the research/study is that it will not be done outside the 
boundaries of the Metro and its surrounding areas. The source of the findings 
the research is limited only to the Nelson Mandela Bay Municipality, in 
particularly Ward 15. Other factors excluded will be different races i.e. Whites, 
Indians and Coloureds. 
 
1.10. CLARIFICATION OF CONCEPTS 
The following clarification for Concepts and Terms will be unpacked namely: 
 Public Administration: Refers to the work done by officials within the 
total spectrum of government institutions to enable different government 
institutions to achieve their objectives at three levels of government; 
 Nelson Mandela Bay Municipality: It is an administrative area which 
covers Port Elizabeth, the neighboring towns of Uitenhage, Dispatch, and 
surrounding agricultural areas; 
 Housing: Concrete structure which include may aspects such as yard, 
sewerage and environment; 
 Housing Subsidy: A grant made available by the state to a beneficiary for 
acquisition of land, the provision of certain basic municipality engineering 
services and  the construction  of a permanent  residential structure;  
 Beneficiaries: A natural person who qualified for a particular support or 
subsidy;  
 Project steering Committee: It is the core structure connecting the 
Municipality contractor, community, department and other key 
stakeholders involved; and   
 Management Competence: Term used to express adequacy or having 
the necessary ability, authority, skills and knowledge that would amount to 
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a person having the capability to execute the task and mandate assigned 
to him/her.  
1.11. PRELIMINARY FRAME WORK FOR THE RESEARCH  
1.11.1. CHAPTER ONE  
Organization of the Study Research 
 
1.11.1.1. Statement of the Problem 
1.11.1.2. Research Questions. 
1.11.1.3. Objectives of the Study  
1.11.1.4. Significance of the study  
1.11.1.5. Literature Review 
1.11.1.6. Research Methodology 
1.11.1.7. Instrument/Methods to be used 
1.11.1.7.1. Questionnaires 
1.11.1.7.2. Interviews 
1.11.1.8. Target Population 
1.11.1.8.1. Schedule A  
1.11.1.9. Ethical Consideration 
1.11.1.10. Scope and Limitation of Study  
1.11.1.11. Clarification of Concepts 
1.11.1.12. Preliminary Framework of Research  
 
1.11.2. CHAPTER TWO 
Literature review 
1.11.2.1. Introduction 
1.11.2.2. The Scope of the Literature Review 
1.11.2.3. Review of Literature 
1.11.2.4. Legislative Framework 
1.11.2.5. Situation Analysis 
1.11.2.6. Organogram 
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1.11.2.7. Housing Turn Around Strategy 
1.11.2.8. Duties and Obligations of the Municipality on  
Housing Delivery  
1.11.2.9. Achievements Service Delivery Assessment in  
the Nelson Mandela Bay Municipality 
1.11.2.10. Housing Directorate and Housing Programmes 
1.11.2.11. NMMB Protests and Conflicts revolving around  
Service Delivery & the Role of Officials  
1.11.2.12. Conclusion  
 
1.11.3. CHAPTER THREE 
Research Methodology 
1.11.3.1. Research Methodology 
1.11.3.2. Instrument /Methods will be used  
1.11.3.3. Target Population  
1.11.3.4. Ethical Considerations 
1.11.3.5. Scope and Limitation of Study 
1.11.3.6. Clarification of Concepts and Terms  
1.11.3.7. Preliminary frame work for the Research  
 
1.11.4. CHAPTER FOUR  
Data Presentation analyses and interpretation 
 
1.11.5. CHAPTER FIVE 
Major findings: Summary of study, Conclusion and Recommendation 
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CHAPTER TWO 
LITERATURE REVIEW 
 
2.1. INTRODUCTION  
 
The preceding chapter introduced the topic where critical assessment was made 
of the role of Officials in the Housing Service in the Nelson Mandela Bay 
Municipality and wherewith problems surrounding the Management of Housing 
Service Delivery by the Municipality were identified. The critical challenges facing 
the institutions have been outlined in the problem statement.  
 
In this Chapter the relevant literature is reviewed, followed by the applicable 
theoretical framework relevant to this research. With regard to the Literature 
Review, an assessment of the current state of research and knowledge on the 
subject understudy will be done. In this study the relevant information was 
obtained from journals, books and other soft sources of information. An attempt 
to justify the relevance of the research and the identification of possible gaps in 
the existing literature on the subject will be demonstrated.  
 
 
2.2. THE SCOPE OF THE LITERATURE REVIEW 
 
The sources for the review included both theoretical and empirical literature. 
Every effort was made to utilize the most current literature on the subject. The 
sources used were primary information whilst the secondary information was 
collected by means of the Internet, articles, books, brochures, Human Settlement 
documents and Journals aimed at providing a Conceptual Framework for the 
Study.  
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2.3. REVIEW OF LITERATURE  
 
Literature Review is the effective evaluation of selected documents on the 
research topic for the purpose of providing a background to the study being 
proposed. The focus of the inquiry concentrates on the assessment of the role of 
the officials in housing service delivery in the Nelson Mandela Bay Municipality. 
In dealing with housing, we are dealing with the public and administration; hence 
it is very important to define it.  
 
According to Waldt & Du Toit (1997:130) “Public Administration and 
Management” is defined as being concerned with the handling of the public and 
the management of Public Institutions in such a way that the resources are 
usefully efficient to promote the Welfare of the Public. Robin Catal (1989), 
furthermore states that Public Administration is a “field of enquiry with a diverse 
scope” of which the “fundamental goal is to advance Management and Policies 
so that Government can function.” Public Administration has also been defined 
as the “Management of Public Programmes” (Denhardt, 2009).  
 
There is a nexus between Public Administration and Management. Coetzee 
(1991) outlines Public Administration as “a decision-making process, planning the 
work to be done, formulating objectives and goals, working with the legislative 
and citizen organization - to gain public support and funds for the government 
programmes, establishing and revising organization, directing and supervising 
employees, providing leadership, communicating and receiving communication, 
determining work methods and procedures, exercising control and other 
functions.” Du Toit and Waldt moreover state that Public Administration and 
Management is a “social responsibility” which must be in line with the 
expectations of the community in order for an Institution to acquire a positive 
public image through ethical action.  
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Before 1994, the housing conditions of many South African citizens were the 
most unsatisfactory. There were a multitude of problems associated with the 
legacy of Apartheid Planning Policies such as the Buffer Zones established 
between different racial groups and the township boundaries – which led to low 
densities as well as the rows of identical houses, the Segregation by Defined 
Social Groups according to ethnicity and the rigid influx control (Mackay, 1999 
Housing Studies, Vol. 14, No 3, 387 – 399,). When the ANC Government came 
into power, she made a commitment towards addressing challenges on housing, 
through its Reconstruction and Development Programme (RDP). The RDP was 
an ANC Government Manifesto leading the way towards a Post Apartheid South 
Africa, which would be committed towards meeting the basic needs of people 
such as Water and Sanitation (Pillay, 2006:10).  
 
The South African Housing Delivery Programme has achieved numerous 
achievements since the dawn of our country’s freedom in 1994. The Government 
produced many policies, guidelines, presentations, and manuals and route to 
capacitating officials, in order to apply good strategies in the Housing Service 
Delivery Sector. However, it is important to point out that there are still challenges 
with regard to housing delivery. Many Community protests are commonly on the 
rise and allegations of corruption in the direction of the Housing Officials are still 
widespread (De Visser, J and Stytler, N - 2010 Local Government Bulletin vol12 
no 4).  
 
The poor housing administration, management and corruption, and a lack of 
commitment towards housing delivery, have been central to many of the local 
conflicts (Botes I, Lenka M:  “The Cauldron of Local Protests”, 6). The Metro of 
Nelson Mandela Bay is not immune to this phenomenon. Housing is informed by 
the pieces of legislation and policy documents, which will be highlighted below.  
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2.4. LEGISLATIVE FRAMEWORK  
 
2.4.1. INTERNATIONAL CONVENTIONS 
 
According to Grant & Chay (2005), the main function of the Government is to 
deliver to its citizens worldwide and to continuously strive to achieve delivery 
to its citizens through adopting policies, legislation and projects, which could 
effectively deliver the best services to the entire population of the nation. The 
Community of Nations universally recognizes the right to adequate housing. 
The United Nations Habitat moreover states through its mandate from the 
agreed development goals that the focus is to promote Social and 
Environmentally sustainable towns and cities – with the ultimate goal to 
provide adequate shelter for all throughout the world. South Africa is a 
signatory to international conventions under the auspices of the United 
Nations towards implementations to the lives of residents (habitants).  
 
2.4.2. NATIONAL LEGISLATION 
 
The framework for the National Housing Policy is informed by pieces of 
legislation and policy documents, which are essential in understanding the 
Government’s approach to Housing Policy Development and its 
implementation. The Constitution of the Republic of South Africa (Section 26, 
1996) underscores the right to adequate housing. It furthermore stipulates 
that the State must take reasonable legislature and other measures, within its 
available resources to achieve the progressive fulfillment of this right. Section 
2 (1) (c) (iii) of the Housing Act (Act no 107, 1997) provides for the promotion 
of “the establishment, development and maintenance of socially and 
economically viable communities – and safe and healthy living conditions, in 
order to ensure the elimination of slums. And slum conditions.” The above-
mentioned Act is meant to contribute capacity building of Provincial and Local 
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Governments, so that these structures may be empowered to fulfill the 
Constitutional obligations.   
 
Section 151 (3) of the Constitution on Municipalities states that it has the right 
to govern on its own initiative which encompasses the local government 
affairs of its community, but subjected to National and Provincial Legislation. 
Section 152 declares that the provision of service to communities be done in 
a sustainable manner, promoting social and economic development and the 
encouragement of the community to be involved in governance. Section 153 
continues, stating that a Municipality must structure and manage its 
administration/budget/planning processes in order to give priority to the basic 
needs of the community.  
 
The White Paper on Transforming Public Service Delivery (Batho Pele White 
Paper) which was published by the Department of Public Service and 
Administration (1997) provides a policy framework and its practical 
implementation strategy for the transformation of the Public Service Delivery 
Sector. “Batho Pele” acknowledges the fundamental vulnerability of the 
human condition, which unites the end user with the Service Provider 
(Municipality) in their mutual quest for recognition, which can only be 
achieved through respecting the dignity of a person.  
 
The South African Constitution of 1996 stipulates that public service must be 
governed by the democratic values and principles enshrined in the 
Constitution, including the following principles: 
 
 A high standard of professional ethics must be promoted and maintained; 
 Efficient, economic and effective use of resources must be promoted; 
 Public administration must be development-orientated; 
 Services must be provided impartially, fairly, equitably and without bias; 
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 People’s needs must be responded to, and the public must be encouraged 
to participate in policy-making; 
 Public administration must be accountable; 
 Transparency must be fostered by providing the public with timely, 
accessible and accurate information; 
 Good human resource management and career development practices to 
maximize human potential, must be cultivated; and 
 Public administration must be broadly representative.  
 
Every official who works in the Public Service should be proud to be a 
servant of the people and relish the challenge of providing improved 
services to all. The question we commonly pose in this day and age, is why 
the number of protests with regard to housing delivery are on the increase, 
and moreover, why particularly in Nelson Mandela Bay? Officials are 
accused of nepotism and corruption and it has been reported through 
various media contingencies that the dissatisfaction of these protestors are 
predominantly about the Housing Officials negating values and principles 
governing them.  
 
This Study will seek to determine the role of the Housing officials in Nelson 
Mandela Bay and whether the eight (8) principles or guidelines of Batho 
Pele are utilized, i.e. - consultation, service delivery standards, access, 
courtesy, information sharing, openness and transparency, redress or 
dealing with complaints and best values. These 8 principles are good 
standards towards Good Service Delivery – which leads to a happy 
customer and employee satisfaction around a “job well done” (Knowledge 
Manual Policies for Practice Related to Housing Beneficiaries, 2008).  
 
Schedule 2 of the System Act (amended in Section 29 of Act 44, 2003) 
clearly outlines the general conduct of an official or staff member of a 
Municipality, which states that an official must at all times: 
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 Loyally execute the lawful policies of the Municipal Council; 
 Perform the functions of his/her office in good faith, diligently, honestly, 
and in a transparent manner and act in the best interest of the 
Municipality, in such a way that the credibility and the integrity of the 
Municipality is not compromised; and 
 Be committed in serving the public interest by the implementation of 
the Provision of Section 50 (2) and foster a culture of commitment to 
serve the public and have a collective sense of responsibility for 
performance in terms of standards and targets.  
 
The Municipal System Act (2000) enjoins Municipalities to ensure 
Integrated Planning via the IDP – supported by a number of Sector Plans 
and the Municipal Structure Act. Act no 117, of 1998, sets out Municipal 
functions and promotes capacity building at Municipal level in order to 
ensure that its functions and powers are executed efficiently. The other 
legislation important to the Housing Approach is The Division of Revenue 
Act (Act no 7, 2003) and the White Paper and Policy Framework 
pertaining to Local Government and the Public Service.  
 
The power is assigned to Municipalities through Section 9 (2) of the Act to 
promote housing development, project the file of a developer and facilitate 
as well as support the participation of role players in the housing 
development process. Having an outline of the above framework, in which 
the three spheres of Government should work through officials in the 
Department of Housing, it is important to zoom in to the role of the relevant 
officials in the Nelson Mandela Bay Metro, in order to assess at what 
stage there are achievements and challenges in the housing service 
delivery.  
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2.5. SITUATION ANALYSIS 
 
The Nelson Mandela Bay (NMBM) comprises of the city of Port Elizabeth and the 
towns of Uitenhage and Dispatch as well as a peri-urban hinterland. The 
population of the Metro is increasingly becoming poorer and it has thus become 
unable for the Municipality to address their housing needs without significant 
support. It has a population of approximately 1.1 million (2001 census) and it is 
estimated that the population will increase to 1.249 930 million by the year 2020. 
Refer to the table below.  
 
Table 2 - Nelson Mandela Metro Housing Needs - 2005 to 2020 
YEAR AFRICANS COLOUREDS ASIANS  WHITES TOTAL  % 
INCREASE 
 
2005 
 
653 990 
 
270 160 
 
12 480 
 
214 640 
 
1 151 270 
 
- 
 
2010 
 
670 890 
 
283 000 
 
12 780 
 
226 760 
 
1 193 430 
 
3.66% 
 
2015 
 
685 860 
 
295 010 
 
12 920 
 
230 840 
 
1 224 630 
 
2.6%  
 
2020 
 
695 220 
 
303 500 
 
12 890 
 
232 320 
 
1 243 930  
 
1.58%  
 
 
 
2.5.1. HOUSEHOLD SIZE 
 
The NMBM (refer to Figure 1) is home to approximately 373 266 households 
of which 289 000 (77.42%) live in informal settlements and 38 835 (22. 72%) 
live in Informal areas & backyards (Human Settlement Plan for NMB – Metro-
plan). See Figure 1 below.  
 The overall population    1.152 million (2011 census)  
 Number of formal households  276 850 
   
 
 
26 
 
 
 
 Informal households   30 202 
 
Figure 1 - Nelson Mandela Metro Arial Map 2011 
 
 
 
 
 
 
 
 
 
 
 
 
 
Out of the 26 areas, the number of formal dwellings, informal dwellings 
and backyard shacks data obtained the dwelling types are defined as 
follows:  
 
 Formal dwelling: house or formal structure on separate stand; 
 Informal dwelling: informal dwelling/shack not in backyard of a formal house; 
and  
 Backyard shacks: informal dwelling/shack in the background of a formal 
house  
 
A survey was undertaken in areas of NMBM in the various categories of 
households, population estimates from 2005 to 2020 (Table 2 - Nelson 
Mandela Metro Housing Needs - 2005 to 2020), Housing affordability 
levels. 
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Table 3 - Housing Affordability Levels in Nelson Mandela Bay 2007), 
Estimated housing demands – 2011 to 2030. See the tables below.    
 
Table 3 - Housing Affordability Levels in Nelson Mandela Bay 2007, in Rand  
MONTHLY 
INCOME 
MAX 
HOUSING 
EXPEN- 
DITURE P/M 
MAX BOND 
VALUE 
MARKET 
SHARE 
REMARKS  
0.00 0.00 0.00 18.57% 
200.00 60.00 4 800.00 4.05% 
600.00 180.00 14 400.00 14.05% 
1 200.00 360.00 28 800.00 14.25% 
2 400.00 720.00 65 000.00 14.48%  
Subsidy Market up to R3 500 
4 800.00 1 440.00 115 200.00 13.25% 
9 600.00 2 880.00 230 400.00 11.55% 
Affordable/GAP Market up to  
R16 000, 00 products 
19 200 5 760 460 800 7.10% 
38 400 11 520 921 600 1.83% 
76 800 23 040 1 843 200 0.40% 
153 600 46 080 3 686 400 0.47  
Private Sector Driven Products 
with no subsidy  
Source: Adapted from Urban-Econ Eastern Cape Calculations – 2007  
The table above illustrates the Rand Value, which the Nelson Mandela Bay 
population could afford to pay for Housing in 2007 
 
Table 4 - Estimated Housing Demands in Nelson Mandela Bay, 2011 to 2030 
MONTHLY INCOME 
CATEGORIES 
ESTIMATED 
% DEMAND 
2011 2015 2020 2025 2030 
< 3 200.00 73.30% 74 180 80 141 86 676 93 743 101 386 
> 3 200.00 – 12 800.00 20.63% 21 166 22 867 24 731 26 748 28 929 
> 12 800.00 – 25 
600.00 
5.10% 5 232 5 652 6 113 6 612 7 151 
> 25 600.00  1.97% 2 022 2 184 2 363 2 555 2 764 
TOTAL 100.00% 102 600 110 844 119 883 129 658 140 230 
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The table above reflects the estimated housing demands in NMBM, from 
2011 – 2030  
 
 
Table 5 - Main Reasons for Dissatisfaction with Dwellings 
REASONS FOR DISSATISFACTION  % 
Doesn’t meet my requirements  15.2 
Cannot afford a better dwelling  28.1 
Don’t have my own dwelling/dwelling doesn’t belong to me 0.6 
Too expensive 3.5 
Far from amenities, services, main centre, roads, transport, etc. 0.6 
Far from work 0.0 
Too small 21.6 
Inadequate services 11.7 
Poor design/badly built/poor quality 6.4 
Unsafe neighbourhood  4.7 
Renting – no maintenance by owner 0.6 
Renovations/repairs/maintenance needed 7.0 
TOTAL  100 
The table above refers to the main reasons for dissatisfaction with 
dwellings.  
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2.6. ORGANOGRAM | NMBM HOUSING & LAND 
 
Figure 2 – Organogram NMBM Housing & Land Directorate 
 
 
Figure 2 above refers to the NMBM Organogram on Housing & Land.  
 
o Housing Delivery  
To deliver quality sustainable housing for communities within budget 
constraints through community participation. 
o Administration 
Provide administrative services pertaining to financial coordination, 
secretarial services, committee administration, archival services, staff 
matters, inventory control and word processing. 
 
 
   
 
 
30 
 
 
 
o Land Planning & Management 
Facilitate, encourage and promote the orderly and efficient 
development of Nelson Mandela Bay, to create a confident and stable 
living and investment environment. 
 
o Social Development, Education & Administration 
To manage land invasions, Informal Housing Settlements, relocation of 
families and to educate the community on housing matters.  
o Development & Support  
Facilitate, coordinate and provide a technical service, which includes 
the coordination of servicing (basic water, sewer, roads & storm water) 
of land for housing projects. Management and updating of the land 
(cadastral) electronic data layer which provides the base layer for the 
drafting and preparation of site plans for housing projects.  
 
2.7. HOUSING TURN AROUND STRATEGY  
 
During 2007 the NMBM developed a Housing Turn Around Strategy, which 
comprised of seven (7) implementation plans from 2007 – 2014.  
 
The implementation Plan sets out the following: 
 
 Project Priorities: “Old” and “new” projects, green fields (relocation projects), in-situ 
upgrading, emergency housing, social housing projects etc. ; 
 Future Projects: Involved the planning of new projects and full township 
establishment of over 12 500 sites; and 
 Running projects: and SCCCA projects.  
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The seven year implementation plan has formed the basis for housing delivery in 
the Metro which included the construction of low cost housing, commencing with 
planning and implementation of unclosed housing projects – with a capacity of 36 
854 subsidies, 36 unfunded future projects, with a capacity for over 12 000 
subsidies and 10 running projects with a total of 2 545 subsidies. 
 
 
2.7.1. VISION  
 
The NMBM Housing Delivery Vision, which is based on the Breaking New 
Ground (BNG) for Integrated Human Settlements and International 
Conventions and Declarations, seeks to: 
 
 Create sustainable settlements; and 
 Redress mono-functional and unsustainable spatial and settlement plans. 
 
2.7.2. MISSION 
 
 The establishment and maintenance of habitable, stable and sustainable 
public and private residential environments to ensure viable households 
and communities in areas allowing for convenient access to economic 
opportunities, health, education and social amenities; and  
 Permanent residential structures with secure tenure, ensuring internal and 
external privacy, providing adequate protection against the elements and 
provided with portable water, adequate sanitary conditions and domestic 
energy supply.  
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2.7.3. STRATEGIC OBJECTIVES 
 
The NMBM Housing Director’s strategic objectives for housing delivery are: 
 
 To facilitate the planning and development of Integrated Sustainable 
Human Settlements; 
 To eradicate a housing backlog and informal settlements by 2014; 
 To implement community and people driven housing development 
processes; 
 To develop a competent and professional housing team through the 
recruitment of skilled professionals and the development of the capacity 
of the current staff; 
 To enhance stakeholder participation in the planning and development of 
policies; 
 To facilitate partnerships with key stakeholders to ensure development of 
an integrated human settlement; 
 To ensure a fair, efficient and transparent system for the allocation of 
houses according to an integrated housing demand data base; 
 To review land use management policies to facilitate integrated housing 
development; and 
 To investigate alternative sources of funding for housing delivery. 
 
 
2.8. DUTIES AND OBLIGATIONS OF THE MUNICIPALITY ON HOUSING  
DELIVERY 
 
The Constitutional prescripts Section 9 (2) Act assigns Municipalities to promote 
housing development projects by a developer and to serve as a developer in 
respect of the planning and execution of housing development projects  on the 
basis of full pricing for cost and risk. A new housing policy and strategy for South 
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Africa has placed the following functions to be performed at the local level, 
namely: 
 
 Identification and designation of land for housing purposes, initiation, planning 
coordination, promotion and enablement of appropriate housing development. 
 Signing a land availability agreement or to secure land in terms of conditional 
agreement; 
 Taking ownership of the services installed in terms of the project, including 
the duty to care and maintain the services; 
 Beneficiary identification, administration and other demanding management 
issues which are pertinent to the Municipality’s housing data base [funding 
agreement entered between the Eastern Cape Department of Housing 
(ECDOH) and the Municipality for housing construction, Dec 2010]; 
 Promoting the empowerment and participation of all relevant stakeholders in 
the housing development process; and 
 Providing access on a fair and equitable basis for, in the first instance, 
citizens and permanent residents of Nelson Mandela Bay, and secondly, 
citizens and permanent residents of the Republic of South Africa, to as many 
housing options and opportunities possible. 
 
 
2.9. ACHIEVEMENTS & SERVICE DELIVERY ASSESSMENT IN THE  
NELSON MANDELA BAY MUNICIPALITY 
 
Having been able to unpack the background before 1994; new legislative 
framework on housing, situation analysis of the Nelson Mandela Bay as a case 
study on the research, duties and responsibilities of the Municipality, based on 
the housing code will be examined. Perhaps it becomes important to assess the 
role of officials in housing in terms of their achievement   as well as the 
challenges confronted by the officials in fulfilling their constitutional obligation in 
this regard.  
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2.9.1. PROVISION OF HOUSING DELIVERY 
 
The quality of housing is the number one priority of most residents of Nelson 
Mandela Bay. The Municipal Officials gave assurance of delivering quality of 
housing, which was reflected in the Seven Year Housing Plan. The 
Municipality, through its officials, managed to build 22 081 houses from 2006 
to December 2010.  
 
 Areas, which benefited from housing delivery in the 2009/2010 financial 
year, were: 
 
 Matthew Goniwe  544 
 Rockland’s  294 
 KwaNobuhle   813 
 Joe Slovo  262 
 Bloemendal  113 
 Wells Estate  935 
 
 The number of households relocated from stressed areas such as flood 
plains and servitudes (2006 – 2010) were 6 683; 
 Housing beneficiaries reached through educational programmes to instill 
a sense of pride in home ownership (Jul 2009 – Dec 2010) were 5 149; 
and  
 The number of even provided with permanent services (2010 – 2011) were 
2 895. 
 
2.9.2. WATER AND SANITATION 
 
100% of households in informal areas of Nelson Mandela Bay have access 
to safe drinking water within a radius of 200m from their homes. 
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 The number of households provided with water and sanitation (2000 – 
2010) were 70 943; 
 The number of households provided with stand pipes (2008 – 2010) were 
349; and 
 The number of share toilets eliminated (2004 – 2008) were 2 355.  
 
 
 
2.9.3. ELECTRICITY AND ENERGY  
  
Altogether 99% of our residents in formally demarcated residential 
areas have access to electricity.  
 
 Number of even connected through electrification projects (2006 – 
2010) were 15 485 (Service Delivery Highlights 2006 – 2010 
NMBM); 
 The NMBM has been able to complete over 45 Electrical Serving 
Stations since 2012; and 
 The Metro constructed overall 42 072 low cost houses since 2000. 
This translates to 3 800 units on average per year.   
 
In order to address the current backlog of 105 000 low cost houses by 
2014, as set out in the Metro’s IDP, NMBM would have to construct 34 
000 annually from 2012 – 2014. NMBM, however, does not have the 
capacity and the financial resources to achieve this target. The 
Department of Housing is currently engaged in building 1 834 low cost 
housing units. The non-Municipal projects currently allocated to 
Mzingizi Trust together with the Housing Development Agency totals 8 
257 low cost housing units in Joe Slovo West, Chatty, and the 
Bethelsdorp area. The total number of housing relocated since 2012 – 
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2014 amounts to 38 835.  
 
2.9.4. CASE STUDY FROM OTHER COUNTRIES 
 
When comparing case studies in Kenya (Nairobi - the Korogosho 
Slum) and South Africa, it is noted that that Government is doing 
housing upgrading ensuring that slums do not re-emerge through the 
provision of economic development of the slum dwellers.  
 
In case studies in the Philippines (Manila) it is observed that similar 
situations exist as in South Africa where both countries approach Slum 
Upgrading dependent on the nature, the location and the 
circumstances of the relevant people: 
 For established communities which have access to the land upon 
which the community resides: onsite upgrading, introduction of 
basic services such as water supply/sanitation/provision and 
provision of other infrastructure; and 
 For vulnerable squatter communities sited in danger zones – 
relocation to appropriate serviced land and the provision of 
integrated urban development solutions with an emphasis on 
livelihood opportunities (Pillay, 2010, 46 – 48).  
 
 
2.10. HOUSING DIRECTORATE AND HOUSING PROGRAMMES 
 
 With effect from 01 June 2006, the NMBM was delegated to function in 
line with guidelines for level (1) accreditation as follows: 
 Beneficiary management; 
 Subsidy budget planning and allocation; 
 Priority programme management and administration; 
 Local housing priorities; and  
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 Management of public stock. 
 
The Municipality was granted full responsibility for programme 
management and administration of all national and provincial human 
settlements programmes as set out in the National Accreditation 
Framework of March 2006. The NMBM undertakes all the Level One (1) 
Accreditation Functions and already undertakes a significant number of 
level two (2) accreditation functions, which include: 
 Compilation of Project application; 
 Project planning from inception, approval, implementation and Project 
handover; 
 Housing quality control; 
 Coordinate the relocation of informal settlements from source, to 
destination areas; 
 Coordinate the installation of internal and bulk services, obtaining for 
bulk infrastructure services, coordinate the construction of houses 
ranging from the preparation and approval of building plans, 
appointments of contractors and small contractors (Metropolitan: 
Human Settlement Plan for the Nelson Mandela Bay Municipality, 2011 
69_78). Level two (2) accreditation: Human Settlement Executive 
Director, Seth Maqethuka, told the Housing and Land Committee that 
several functions performed by the Provincial Department, would be 
devolved to the Metro (PE Herald, 03 May 2010). 
 
2.10.1. GENERAL HOUSING ELIGIBILITY CRITERIA 
 
The General South African Housing Qualification Criteria include the 
following:   
 
 Prescriptive in nature, applies in general to Individual subsidies, 
IRDP, Consolidation subsidies, Institutional subsidies and Rural: 
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Communal land rights; 
 Specific rules apply to different programmes: 
o Each Housing Programme has specific criteria;  
 A person qualifies for a subsidy if he/she is: 
o A lawful resident of South Africa or in possession of permanent 
residence status; 
o Legally competent to contract; 
o Not yet benefited from government assistance; 
o Previously owned a fixed residential property: 
o May qualify for the purchase of a vacant serviced site; 
 If property was obtained without government assistance and 
does not conform to norms and standards; 
 
 Further requirements: 
o Married or cohabiting; 
o Single with financial dependents – must reside permanently with 
applicant; 
o Single persons without financial dependents – apply for 
purchase of vacant serviced site or rental accommodation. 
 
 Monthly household income (proof of income required): 
o R0 – R3500 full subsidy; 
o R3501 – R15 000 Finance Linked Individual Subsidy Programme 
(FLISP);  
o Persons classified as military veterans; 
o Persons classified as aged with or without financial dependents; 
o Persons classified as disabled; 
o Persons who are beneficiaries of the Land Restitution 
Programme: 
o Serviced site – may qualify for a housing consolidation subsidy; 
o Un-serviced site – may qualify for a subsidy to service site and 
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for the construction of a house; and  
o No site has been provided- purchase of a serviced site and / or 
subsidy for construction of a house.  
 
 
 
2.10.2. INFORMAL SETTLEMENT UPGRADING POLICY (ISUP) 
 
This programme looks at the option of shacks to be upgraded in-situ 
and shacks to be relocated. The relocation applies to stress areas: 
flood plains, tip sites and underneath power lines.  
 
2.10.3. GREEN FIELD DEVELOPMENT 
 
The development of Green Field Sites is meant to accommodate 
beneficiaries relocated from existing informal settlement areas as well 
as backyard shacks.  
 
2.10.4. EXTENDED PEOPLE HOUSING PROCESS (EPHP) 
 
This provides beneficiaries with greater choice on how to use their 
subsidies and to introduce amendments to the original PHP process.  
 
2.10.5. CONSOLIDATION SUBSIDIES 
 
Consolidation subsidies are available to beneficiaries of the previous 
Government for housing assistance who received serviced stands on 
membership. This programme would apply to the former site and 
service schemes and discount benefit-housing schemes which include: 
 
 Soweto on Sea (Zanenvula) – Site & Service; 
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 Walmer Dunes Area 3 – Site & Service; 
 Helenvale Area 5 – Site & Service; and  
 Old Helenvale – Discount benefit scheme.  
 
2.10.6. INTEGRATED RESIDENTIAL DEVELOPMENT  
PROGRAMME (IRDP) 
 
This programme is aimed to address settlement inefficiencies through 
the development of integrated human settlements characterized by 
compact and dense settlement patterns, thereby providing a large 
range of housing socio-economic opportunities.  
2.10.7. SOCIAL HOUSING 
 
This programme is aimed at those earning below R3 500.00 per 
month, as a priority. 
 
2.10.8. AFFORDABLE RENTAL HOUSING 
 
This programme is focused on eradicating housing backlogs through 
the provision of rental housing for low income persons who cannot 
afford to be accommodated in the formal private rental market, and 
can be accessed through Community Residential Units (CRU) and 
Social Housing Units.  
 
2.10.9. INDIVIDUAL SUBSIDIES 
 
This programme is available to beneficiaries to utilize the subsidy to 
acquire an existing house or serviced site linked to a building contract. 
These individual subsidies can either be: 
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 Credit linked 
Intended for beneficiaries who can afford a mortgage loan finance – 
they need to apply for a subsidy which is linked to credit from a  
Financial institution; and   
 
 Non credit linked 
Meaning individuals who cannot afford mortgage finance and who 
do not meet loan-qualifying criteria – they can utilize the subsidy to 
acquire serviced land through small to medium sized housing 
construction projects.  
 
In spite of Despite significant progress being made in housing 
delivery in NMBM, it is important to note that a number of negative 
factors have led to serious scrutiny of the role of officials in housing 
service delivery. This was   primarily prompted by the National 
Government of Human Settlement, which discovered 
maladministration and fraud regarding the administration of 
beneficiaries at local level.  
 
The PE Herald of 07 March 2011 highlighted community protests 
which have become almost a common place feature in South Africa, 
and in particular in Nelson Mandela Bay. NMMB has experienced a 
recent spate of service delivery protests. The ongoing protests and 
violence, which rarely result in any solutions, begs the question, 
which has been skirting an answer for years: “Where exactly do 
service delivery protests stem from?” (Thomas Koeble: too many 
obstacles to service delivery at local level.) This study will be able 
to unpack these concerns.  
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2.10.10. RELOCATIONS 
 
The NMBM is focusing on strategic objectives to ensure that housing 
relocations are done in conjunction with the demand database and the 
application process.  
 
When looking at the relocation policy of Buffalo City and Mangaung as well 
as Nelson Mandela, it is evident that there are gaps identified in Nelson 
Mandela Bay. In NMBM, during the process of relocation of beneficiaries, the 
consumers have to demolish the shacks where they come from. This is, 
however, not strictly adhered to and/or monitored; hence there are still many 
shacks. When the consumers demolish their shacks, other consumers 
replace these with other shacks once again, which create a conflict in the 
long run (when the houses are built). 
 
2.11. NMMB PROTESTS & CONFLICTS REVOLVING AROUND  
SERVICE DELIVERY & THE ROLE OF THE OFFICIALS  
 
Let’s trace those protests around service delivery, which resulted in 
violent protests throughout the whole country. A percentage of the 
protests are violent in nature. “Violent protests” are defined as protests 
where some or all of the participants have engaged in actions that create 
clear and immanent threat, or an actual result of harm. See Figure 3 below. 
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Figure 3 - Average number of Protests per month, by season, year (2007 - 2012) 
 
 
 
 
 
 
 
                   
 
 
 
 
 
2.11.1. LIST OF GRIEVANCES CITED BY PROTESTORS | 2007 – 2012  
 
Table 6 below, analyses the top 5 grievances or any issue and complaint, 
which subsequently prompted complainants, to engage in protest activity.  
 
 
 
 
Table 6 – Top 5 Grievances per Year since 2007 - 2012 
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The above table demonstrates that Land and Housing issues feature 
predominantly as critical to instigating protests De visser,j and Steytler 
N,2012  Local Government Bulletin, Vol. 14, issue 3,).  
The Centre cited a number of reasons for Development Support (CFS) as 
reasons for protests.  
 
2.11.2. HOUSING ADMINISTRATION AND MANAGEMENT  
 
Poor housing administration and management, and a concomitant lack of 
housing delivery, have been central to many of the local conflicts. Much of 
the protests in Nelson Mandela Bay revolved around housing delivery and 
the inability of the municipality to provide for the housing and shelter needs of 
especially those households in informal settlements.  
 
Several points can be made to this regard. Firstly, there was a problem of 
allocation justice as indicated by the absence of local systems re allocating 
housing subsidies to individual applicants. Allegations of corruption and 
considerable dissatisfaction around who should access housing subsidies 
were commonplace, and constituted a specific contributing reason to many 
local conflicts in NMBM.  
 
Specific concerns revolved around people who were on housing waiting lists, 
but who, when subsidy allocations were made, discovered that these had 
been awarded to other people not on the waiting list.  
 
This was especially prevalent in the Nelson Mandela Bay Metro and in 
Phomolong. Phomolong described the problem in the following words, “The 
RDP houses that were built were given to young people who have illegally 
erected shacks whilst people who were on the waiting list for many years, 
were ignored.” A resident from Nelson Mandela Bay corroborated this 
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practice, “The housing waiting list is not properly managed. We do not know 
how the officials decide on the people who should receive the houses. Some 
of the people in our area have been staying in these bad conditions for 17 
years, but those who were there after them, have already received sites. 
Something is not right.” There were also objections, especially from the 
coloured communities, that the municipality was giving preference to Xhosas 
with the subsidy allocations.  
 
These grievances reflect several dimensions of institutional failure on the part 
of the municipalities. They indicate a serious lack of transparency – if indeed 
there is a fair and coherent system of allocations, such a system has not 
been revealed to the residents. But it would appear that there are no fixed 
and predictable criteria for allocation. Allocations seem to be made in 
response to any number of arbitrary ad hoc pressures, such as councilor 
preferment or ward committee impulses. These are likely to be profoundly 
influenced by factions, patron/client relations, personal loyalties, or even 
bribes.  
 
Residents in Phomolong, for example, complained about a project in Hani 
Park and alleged in their memorandum that, “a house is being built on a 
stand, basic services such as water and sanitation are put in place already, 
but this is not the case in Phomolong.” Similar claims were also advanced in 
Nelson Mandela Bay.  
 
2.11.3. LACK OF TRANSPARENCY IN HOUSING ALLOCATION 
 
The PE Herald, 01 March 2011, sited allegations of housing fraud. An 
allegation of housing fraud surfaced, which involved agents who managed 
the allocation of RDP houses in Port Elizabeth’s Northern Areas. These RDP 
houses were allegedly sold and allocated to friends and family of officials 
who were employed by the Housing Development Agency. A Chatty resident, 
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Mziwenkosi Mthusha, stated that he was given the run-around by the 
greenfield Project Committee when he attempted to claim his mother’s plot 
after she fell ill. In another incident, the HAD wanted to give a house of a 
mentally disturbed person to a municipal guard, but the community refused, 
so the security guard was given another house.  
 
The national guidelines facilitate a fair, equitable, transparent and inclusive 
allocation, which requires the establishment of an Allocation Committee. This 
Committee is to draw beneficiaries from a recognized database, called the 
National Housing Needs Register, which provides access to the National 
Department of Human Settlements.  
 
In NMB, originally the allocation provided: 70% beneficiaries from stressed 
and informal settlements; 10% backyard dwellers; 10% special cases and 
10% vulnerable groups. There was a challenge with this approach as it did 
not go according to the National Housing Allocation Guideline Allocations, 
and moreover, it did not take into account the waiting list, or needs data 
base, where prospective beneficiaries have registered. It gave Councillors an 
upper hand in identifying beneficiaries and this proved to be a corruptive 
practice.   
 
 
2.11.4. ILLEGAL OCCUPATION OF RDP HOUSES 
 
The NMB Housing Division is facing a huge challenge of illegal occupation of 
RDP houses. There are no strategies to deal with this challenge. Lets 
investigate and view the strategies of other municipalities dealing with the 
illegal occupation of RDP houses, summarized as follows: 
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2.11.4.1. City of Cape Town  
A key principle of the Cape Town’s Housing Allocation Policy dictates that 
beneficiaries be identified upfront, for all types of housing which the City 
provides.  
 
For example, in all the City’s Greenfield IRDP developments, beneficiaries 
are identified from the City’s Housing Database a few months prior to the 
actual construction of the top structures.  
 
Beneficiaries are screened and subsidy approvals are obtained upfront, so 
when the sites and/or houses are completed, approved beneficiaries are 
able to move into their houses immediately. In this way, completed houses 
are immediately occupied by approved beneficiaries and are not left 
unoccupied for any length of time. There is therefore no opportunity for 
these homes to be illegally occupied.  
 
 
2.11.4.2. Buffalo City  
Once an illegal occupation has been spotted, the support of South African 
Police Services (SAPS) is quickly solicited and the person/s evicted within 
48 hours if an illegal occupation occurred. .  
 
Each time a sizeable number of houses are built, prescreened and 
approved beneficiaries are allocated occupation, to avoid vandalism and 
illegal occupation.  
 
2.11.4.3. EThekwini Municipality  
Unlike the NMBM, they relocated beneficiaries to completed houses, and 
not sites. Houses are built and in the process a different section, which 
deals with beneficiaries and sales, processes the approval of 
beneficiaries.  
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A security firm is appointed to safeguard the houses under construction, 
until these are completed and occupied by approved beneficiaries (NMBM 
Memorandum to City Manager, File ref. no 3/2/4/114, 21 Jun. 2013).  
 
 
2.11.5. CORRUPTION 
 
During a Human Settlement Workshop conducted with NMBM Councillors by 
the National Department Of Human Settlements (July 2013) the types, trends 
and the impact of corruption and fraud were highlighted:  
 
2.11.5.1. Types and Trends of Corruption 
 
The following aspects and business processes pose a present high risk 
with regard to fraud and corruption within the municipalities, namely: 
 
 The Accreditation process 
- Lack of governance controls & systems; 
- Poor handling of funds; and  
- Non compliance with USDG framework 
 Tender Processes 
- Participation at Bid Adjudication Committee; 
- Tailor made specs to suite preferred bidders; 
- Non compliance to prescribed tender processes; and 
- Awarding tenders to friends/relatives, etc. 
 
 Provision of bulk infrastructure & top structure 
- Theft/illegal sale of materials; 
- The use of poor quality materials; 
- Poor workmanship; 
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- Stalled and incomplete projects; 
- Non compliance with NHBRC practices; and 
- Incompetent contractors/sub contractors. 
 
 Claims & payment processes 
- Falsification of inspection reports; 
- Double billings & false claims; 
- Approval of claims for poorly constructed houses; and 
- Inadequate controls/systems to verify claims.  
 
 Allocation of stands & low cost houses 
- Illegal sale & renting of low income houses to non qualifying 
persons and business persons; and  
- Illegal allocation of low-income houses to foreigners.  
 
 
 
2.11.5.2. The impact of Fraud and Corruption 
 
 The Government’s commitment and attempt to provide access to 
adequate housing and sustainable human settlements are undermined 
through the high rate of corruption and maladministration which exists 
within the housing industry, particularly at national, provincial and local 
spheres of government; 
  SMEs are denied the opportunity to participate in the country’s 
economic activities; 
 Job creation and job losses occur because of fraud and corruption; and 
 Fraud and corruption is one of the factors, which cause poor service 
delivery. This culminates into service delivery protests.  
 The setback undermines: 
- Our democracy; 
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- Economic growth; 
- Good governance; 
- Human rights; 
- Gains of the Struggle; 
- Devastates poor people; 
- Destroys organizational culture and social values; and  
- Creates institutional mismanagement. (Anti fraud & corruption, 
workshop for councilors by department of human settlements July 
2013.  
 
 
2.11.6. SUBSIDIES – GOVERNMENT EMPLOYEES/OFFICIALS AND  
COMMUNITY PROJECT COMMITTEES  
 
In the draft NMBM Annual Report (2010/11) risk factors which were 
associated with the delivery of housing unit, especially as it relates to fraud 
and corruption, were acknowledged – which ranged from certification of non-
existent/defective units by both municipal employees and consulting 
engineers.  
 
Names appeared on the HSS System, yet ownership of the property was 
transferred to another person. In respect of the one (1) erf, the name of the 
person on the Metro Rates system differs from the name of the owner of the 
property reflected on the title deed search. This kind of scenario is happening 
in most housing projects in the NMBM.  “Happy Letters” reflect in 406 cases 
that a signature for handover by a developer is dated after the signature for 
acceptance by beneficiaries. According to the PE Herald of 26 August 2010, 
it was reported that in the Mnyamezeli Battle, the person is forced to live in a 
shack in New Brighton, despite being the legal owner of a RDP house in 
Wells Estate.  
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 Dr. Johan Burge of the Institute for Security Studies   is of the opinion that 
protests are caused by allegations of rampant corruption and nepotism – 
within local government structures. 
 
The following aspects/business processes presently pose  high risks for fraud 
and corruption within the municipalities: poor planning; lack of governmental 
control and systems; poor handling of funds as well as tender processes 
which go wrong. Tender processes go wrong, especially at the level of the 
Bid Adjudication Committee, where tenders are tailor made so that  their 
specifications suite preferred bidders, which results in tender non-compliance 
to the prescribed tender processes, awarding tenders to friends and relatives 
(Department of Human Settlements RSA: Councilor Induction Programme, 
2013, BNG).  
 
In other instances residents accused the Housing Project Committee and 
officials of selling houses for R30 000.00 or lesser amounts (PE Herald, 07 
Mar. 2011). The former Housing Minister, Lindiwe Sisulu, indicated that 
Public Servants totaling to 3 870 in the Eastern Cape and 2 270 in the 
Western Cape were under investigation with regard to housing subsidy fraud 
(PE Herald, 20 Jun. 2008).  
 
 
2.11.7. LACK OF CAPACITY AND SKILLS 
 
One of the issues, which continually come up in literature, is the issue of the 
capacity to deliver housing. There are two related areas to capacity: it is 
firstly, around staff, their numbers and their skills; and secondly, on available 
resources to complete a job. Staff is short in terms of vacant posts; there are 
fewer engineers and furthermore inadequate project management & 
monitoring capability (Pillay et al, 2010, 37).  
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Examples in geographical distributions of housing allocations in Nelson 
Mandela Bay, is that 52 158 housing subsidies were approved in 1995. By 06 
September 2006 completed house amounted to 36 809, with a total 
expenditure of R1 014 billion, whilst unspent funds ran to a total of R2111 
million (Housing Consumer Education, Manual 2).  
 
Inexperienced and insufficient staff caused a delay in the processing of land 
applications and the planning to enhance sustainable human settlements, 
closer to work opportunities. The IDP was not integrated with the plans of 
other spheres of government and there was a lack of ICT innovation to 
enhance service delivery as well as a shortage of scarce and technical skills 
(NMBM Turnaround Strategy, May 2010). The fact that the Housing 
Department only had a few policies has raised concerns of capacity. At 
present, the local Human Settlements Department has the following policies: 
 Guest house policy was adopted in February 2004; 
 Sale or lease of sites zoned for religious purposes was adopted on 23 
June and 30 November 2005 (NMBM IDP, 2011 – 2016, 12th Edition). 
 
2.11.8. PROBLEMS RELATING TO INTER GOVERNMENTAL  
RELATIONS  
 
The NMBM was affected by the Provincial Government placing a moratorium 
on the allocation of housing subsidies to local governments. This caused a 
major conflict with local residents who had been promised the delivery of 
housing units prior to the moratorium coming into effect. The Provincial 
Government Department of Housing informed the NMBM late regarding this 
moratorium.  
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2.11.9. OFFICIALS DEPENDING ON COUNCILLOR LIST, WITHOUT  
VERIFICATION OF HOUSING BENEFICIARIES 
 
It had been alleged that certain Councilors are placing their relatives and 
nephews on their lists (approved by the Housing Department) without any 
verification by the residents, as well as the relevant Housing Project 
Committee. These Councilors allegedly added their family members to the 
list, leaving behind people who qualified on the list. The Municipality is not 
able to control the beneficiary Housing List, hence there are rumours of 
corruption and subsequently conflict arises regarding the Beneficiary Housing 
List.  
 
2.11.10. REVOLVING FUND FROM MUNICIPALITY COFFERS 
 
The Eastern Cape Province is dragging its feet with regard to the releasing of 
funds for housing. The NMBM Council took a resolution to put aside money 
on the revolving funds at approximately R100 000.00, in order to assist the 
Metro Department of Housing and to claim this back from the Province. The 
NMBM was able to build more houses than other municipalities. The 
challenge experienced by the strategy of the NMBM, however, was that the 
Province built more houses without the approval of Beneficiaries, and that 
has unfortunately led to many residents occupying houses illegally.  
Other related cases of challenges regarding the management of beneficiary 
housing are: 
 Applications of beneficiaries are rejected by the Province due to 
beneficiaries providing false information; 
 Birth certificates of children are used by more than one family and 
rejected; 
 Salaries of beneficiaries exceeded more that 3 500 00 per month, and 
were rejected as they were not qualifying; 
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 Home Affairs identified beneficiaries as married, whereas they are not 
married, which affects ownership; 
 Surnames match with the same ID number of other beneficiaries in other 
provinces; 
 Houses were built without approval of beneficiaries – this resulted in 
incorrect beneficiaries occupying wrong ERF numbers; 
 Selling of shacks by shack owners, who afterwards came back and built 
other shacks; 
 Inadequate management of informal settlements; and 
 Dissatisfaction with the delivery of basic municipal services – such as 
running water, electricity, and toilets (especially in informal settlements); 
 
All the above challenges cause tension, conflicts, perceptions of corruption 
on the side of government officials and beneficiaries. More challenges are: 
 Scarcity of land for housing construction; 
 Long awaiting approval application for housing development – to the 
Provincial Department of Human Settlements, example Walmer Area P 
and Walmer Area G (624 units); 
 Nonpayment of contractors on site, which cause little progress on the 
building of houses;  
 The refusal of beneficiaries to relocate to other areas far from their places 
of work and the industries; and  
 The lack of managerial and other skills – in many cases municipal officials 
and Councilors have limited experience in the field of Municipal Service 
Provision.  
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2.12. CONCLUSION 
 
 This chapter on Literature Review has attempted to trace back on the 
importance of a basic human rights, which is echoed by the United Nations 
Habitat, to promote social and environmental sustainable towns and cities.  
 
In the assessment when assessing the role of officials in NMBM, it is noted that 
progress has been achieved, but that there are still too many challenges, which 
end up in communities being dissatisfied regarding the slow pace of housing 
service delivery, perceptions of nepotism, corruption and poor management – 
which are still put at the doorsteps of the municipal officials The said, unfair and 
most upsetting thing about housing mismanagement, fraud, and corruption is that 
it dents the image of government and disciplined officials.   
 
The next chapter will provide an outline be a description of the research 
methodology, which is going to be engaged.  
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CHAPTER THREE 
 
RESEARCH DESIGN AND METHODOLOGY 
 
 
3.1.  INTRODUCTION 
 
In chapter one, the researcher provided a brief overview of the research 
methodology. This chapter provides a detailed description of the research 
methodology that was employed. As is the case with all research, it is necessary 
that the researcher put together a plan of how the study will be conducted. The 
purpose of the research methodology was to obtain information from the 
respondents (Masangwana Ville Phase 2 & New Brighton Silvertown known as 
Mhlaba –Uhlangene) in NMBM in order to examine their perceptions and 
attitudes towards the role of officials in housing Services delivery in NMBM.  
 
The objective of the study was achieved by conducting a preliminary investigation 
by means of personal interviews with the following persons or leaders of the 
community, 8 officials and furthermore distributing sixty (60) questionnaires to the 
residents of phase 2, and New Brighton Silvertown.  
 
The personal interviews were conducted at their offices whilst the questionnaires 
were distributed randomly (employing the purposeful random sampling 
technique) to the residents. 
 
According to Barbie and Mouton (2001), the main purpose of sampling is to make 
generalization to people and events which had not been observed. Strydom 
(2005: 194), states that an important reason for sampling is the feasibility to save 
time and resources.  
 
Data Collection took place from early August 2011 to end of December 2013.  
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3.2. RESEARCH METHODOLOGY 
 
According to Enoch (2012), research is one of the ways to find answers to one’s 
questions.  Strauss and Corbin (200:1) define research methodology as a 
scientific process which seeks to provide an answer to questions through a 
systematic approach with the support of credible data co-opted. Schindler (2003) 
says research methodology entails the sampling design, research design, data 
collection, data analysis and limitations.  
 
The aim of this study is to assess the role of officials with regard to housing 
service delivery in NMBM. Special reference was made to the Municipality 
Housing Department due to the huge challenges faced by the Municipality and 
other factors affecting the Human Settlement Department. Below is the 
description of the research, which was discussed under the following 
subheadings; Data Collection Methods, Sampling Techniques, Interview 
Schedules, Design and Questionnaire Design. In terms of research methodology, 
two methods may be used; namely qualitative and quantitative. Depending on the 
type of enquiry, the researcher may use any of these methods. However, for the 
purpose of this research, a qualitative method has been applied.  
 
3.2.1. RESEARCH DESIGN AND METHODOLOGY 
 
According to Leady and Omrod (1985:9), Research Design is a complete 
strategy of attack on the central research problem. It provides the overall 
structure for the procedure that the researcher, collector and data analyst 
conducted through the research. The approach of mixed researcher 
methods was used in order to access the role of officials in housing 
service delivery. 
 
   
 
 
58 
 
 
 
The Method being used under this study is discussed under the following 
subheadings, namely: Data Collection Methods, Sampling Techniques, 
Interviews Schedules Design and Questionnaire design.  
 
3.2.2 DATA COLLECTION METHOD  
 
As indicated above, the study adopted is the qualitative approach. 
According to Collins and Hussey (2003:13), a qualitative researcher is 
defined as “more subjective in nature and is involved in examining and 
reflecting a perceptions in order to gain an understanding of Social and 
Human Activities.” The data is often referred to as being rich, since it 
captures the richness of detail and the nuance of the phenomena being 
studied (Collis & Hussey 2003:57). . 
 
 Qualitative research is also based on an assumption that the 
understanding of a person and their world can be obtained from everyday 
experience (Mkuzo, 2010: 59). The main purpose of this study is to assess 
the role of officials in NMBM in housing service delivery - in particular 
Masangwana Ville and New Brighton Silvertown by obtaining the 
experience and views of the beneficiaries. According to Weinriech, 
qualitative research methodologies are designed to provide the researcher 
with the perspective of target audience members through immersions in a 
culture or situation and direct interaction with the people of the study. In 
the qualitative approach, the researcher becomes the instrument of data 
collection. The advantages of using qualitative methods are that they 
generate rich and detailed data that leave the participant’s perspective 
intact and which provides a context for healthy behaviour. A disadvantage 
is that data collection and analysis maybe labour intensive and time 
consuming (Weinrech: 2000:2). 
The primary data was collected using the research instruments, interviews 
schedules and questionnaires. Personal interviews were conducted with 
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community leaders and officials at their offices. The questionnaires were 
distributed to the residents in the areas mentioned previously.   
 
Secondary information was collected by means of internet articles in local 
newspapers (Herald and Weekend post), books, presentations, 
government brochures and journals aimed at providing a conceptual 
framework for the study. 
 
A request for permission to conduct the research in the NMBM in targeted 
areas as well as officials and councilors, was sought from the Acting 
Municipal Manager. The letter outlined the reason for the research 
(Appendix A). Consent from the respondents was also sought in the form 
of a letter (Appendix B).  
 
The Principles of Conduct will be considered in the study. Bak (2004:28) 
warns that any research that involves people must show an awareness of 
ethical consideration and agreement to conduct the study in a manner that 
befits ethical conduct as well as a code of conduct for governing research. 
Kuma (2005:201) states that “there are certain behaviors in research such 
as causing harm to individuals, breaking confidentiality, using information 
improperly and introducing bias that are considered unethical in any 
profession.” The identity of all participants was kept confidential. The 
respondents were exposed to undue physical or psychological pressure, 
informed consent and misuse of information as aspects of ethical 
consideration. Before any interviews and questionnaire were distributed, 
permission was sought. Apart from the above factors, the researcher also 
made sure that the respondents understood their rights, such as the liberty 
to pull out at any stage of the investigation.  
 
The respondents were not paid for the information they have provided to 
the researcher.   
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3.2.3 SAMPLING TECHNIQUES  
 
Among the decisions behavior scientists’ face when they design research, 
is the selection of subject to participate in the study. Researchers can 
rarely examine every individual in the population that is relevant to their 
interests (Leavy, 1991:82). It is not feasible to consider each and everyone 
in the population. As such it becomes necessary to establish a sample that 
is representative for the entire population. According to Peace (1994:126), 
it is stated that the term “population” does not refer to the population at 
large nor even necessarily to humans or indeed animate object at all. It 
refers to any whole group of subjects or things which have the 
characteristics identified for research purposes. 
 
According to Babbie and Mouton (2001), the main purpose of sampling is 
to make generalisation to people as well as events that have not been 
observed (Burge and Silima, Vol 4 no 31, 2006). Professor Andrew Ewoh 
(2012) further states that researchers use samples because often there is 
limited time, staff and money to gather data from the entire population. It 
requires a basic faith that the sample is a fairly accurate reflection of the 
population (doctors don’t have to take all our blood in order to analyze it, 
they take a sample). Kobus Maree and Jacque Peterson define sampling 
as the process of selecting a few (a sample) from a bigger group 
(sampling population) - this becomes the basis for estimating or predicting 
the prevalence of an unknown piece of information, situation or outcome 
regarding the bigger group. 
 
The snowball sampling techniques were used for the community leaders, 
as it was important to include people with experience within the area being 
interviewed in the sample (Collis & Hussey 2003:158). For the preliminary 
research, a sample size for eight (8) community leaders, eight (8) senior 
officials and sixty (60) residents. Of the latter 53 were completed.  
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The purposeful random sampling method was employed, which involves 
the random selection of a small sample. It differs from quantitative random 
sampling in that its emphasis is on the information rich sample – and not 
on generalising to the broader population (Struwing & Stead 2001: 124).  
 
The researcher distributed the questionnaires with the assistance of a few 
selected members of the Ward Committee.  
 
3.2.4 INTERVIEW SCHEDULE DESIGN  
 
According to Kumar (2005:123), an interview may be defined as a 
common method of collecting information from the respondents. This 
collection of information was done in different forms of interaction with 
others. Interviews were done with community leaders, officials and face-to-
face interviews were commonly used. The interviews were done firstly 
through appointments with the interviewee through personal contact for a 
short duration of time (1hr or less). 
 
The interview schedule (see Annexure A & B) consisted of 16 to 17 
semi-structured and open-ended questions. The questions raised and the 
matters explored changed from one interview to the next as different 
aspects of the topic were revealed. This process of open discovery is the 
strength of such interviews (Collins and Hussey 2003:168). The 
advantages of interviews are that they are a common method of collecting 
information from the respondents, making it easier for the interviewee to 
compare answers out the interview questions, which can be explained 
more appropriately for complex situations, information can be 
supplemented, and be useful for collecting in-depth information. The 
disadvantages are that its time consuming and expensive. The researcher 
may introduce his /her bias of data and this may vary when many 
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interviewers are used. The quality of data collected depends upon the 
quality of the interactions (Babbie 1990).  
 
3.2.5 QUESTIONNAIRE DESIGN  
 
 The questionnaire design approach was used to gather information. The 
questionnaire is a popular method for collecting data (Collis & Hussey 
2003:174) says a questionnaire survey is cheaper and less time 
consuming than a conducted interview. A very large sample can be taken; 
it is reliable, relatively quick, can have scientific merit as well provide a 
broader picture of people’s experiences and views. 
 
A semi-structure and structural self-administered questionnaire was used 
to gather information directly from the respondents. The questionnaires 
were hand delivered by the researcher - with the assistance of a few 
selected ward committee members - to the respondents. The completion 
and return timeline for the questionnaires was agreed upon between the 
enquirer and the participants beforehand (Mkuzo unpublished thesis, 
2010:63).  According to Mitchell and Jolley (1992:467) it is stated that a 
semi-structured questionnaire is constructed around a core of standard 
questions. However, unlike the structural questions, interviews may 
expand on any questions in order to explore a given response in great 
depth. Like the structured questionnaire, the semi-structure questionnaire 
can yield accurate and comprehensive data. In addition, it has the 
advantage of being able to probe for underlying factors or relationship that 
may be too elusive for the structured questionnaire. 
 
The questionnaire was prepared in such a way that it covered the 
research questions and the specific objectives of the study. The 
respondents were presented with a statement within the questionnaire and 
were asked to respond “Yes” or “No” or “True” or “False”. The 
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Questionnaire moreover required the respondents to provide a reason for 
choosing their answers. In this way the researcher wanted the 
respondents to be able to expand on any question and therefore not limit 
their choice of responses.  
 
All respondents received the same set of questions in an attempt to 
maintain standardisation. Semi-structured questions were employed in 
order to elicit information about the perceptions of the respondents and 
also to provide the respondents with an opportunity of freedom of 
expression and elaboration. This questionnaire hence served as a basis 
for further research. 
 
3.2.6 SELF ADMINISTERED QUESTIONNAIRE’S  
 
 Participants in the absence of an investigator fill out self-administered 
questionnaires, defined as the name suggests. It has two advantages – 
firstly, these are easily distributed to a large number of people, and 
secondly, these allow anonymity of the respondents, which may be 
important if one seeks for honest answers to highly personal questions 
(Mitchell and Jolley, 1992:467.). On the other hand, Mitchell and Jolley 
also write that using these questionnaires have at least two major draw 
backs namely:  
 
 Firstly, surveys that rely on self administered questionnaires usually 
have a low return rate, because the few individuals who return the 
questionnaires may not be the people you attempted to survey, and 
you may end up with a biased sample;  
 Secondly, because the researcher and the respondent are not 
interacting, problems with the correct interpretation of questionnaire 
cannot be corrected; and  
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It must be noted that this study applied the purposive sampling procedure, 
whereby a population of interest was intentionally chosen and therefore 
limiting the chances of surveying a non-targeted group. The researcher 
therefore selected to use self-administered questionnaire due to their 
reliability. They are affordable, relatively quick and have scientific merit 
(See Annexure C).  
 
 
3.2.7 RELIABILITY AND VALIDITY OF THE RESEARCH 
INSTRUMENT  
 
 Reliability refers to the consistence of the measurement concept and the 
techniques to measure the concepts of interest. According to ZicMun 
(2003), it is defined as the degree to which a measuring instrument is free 
from error, yielding consistent results. This was achieved through the item 
analysis method during the use of the study instrument. This method 
enabled the researcher to identify any item in the questionnaire, which did 
not provide useful information about participants or confused the data and 
such items were removed from the questionnaire. 
 
 Validity is the degree to which the instrument measures what it is 
supposed to measure. ZicMun further states that “if the instrument does 
not measure what is designated to measure, there is a problem.”  
 
Validity was enhanced by providing a detailed literature review and 
consulting the councilors, community leaders and the officials (employees 
of the Human settlements Department in the NMBM dealing with housing 
service delivery). 
 
 
 
   
 
 
65 
 
 
 
3.2.8 CONCLUSION  
 
 This Chapter provided a detailed description of the research design as 
well as the methodology, which was adopted by the researcher in order to 
achieve the objective of the study. The researcher’s design as a 
methodology was carefully selected to give credibility to the study. The 
findings of the study and a detailed discussion of the results are presented 
in the next chapter (Chapter 4).. 
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CHAPTER FOUR 
 
PRESENTATION DATA ANALYSIS AND INTERPRETATION 
 
 
4.1. INTRODUCTION  
 
This Chapter aims to report on the empirical findings of the study. The study was 
achieved by analysing the research instruments completed by the officials, 
community leaders and the residents of Nelson Mandela Bay Municipality in 
particular - the areas identified were New Brighton Silvertown and Masangwana 
Ville phase 2 in Red Location. 
 
Eight (8) community leaders, including Councilors, were interviewed in order to 
receive an overall opinion from the sixteen interviews. Questions were asked and 
all of these were answered.    
 
(Refer to Annexure C) 60 Questions were distributed to the beneficiaries of the 
affected. Out of these questionnaires, 44 were returned and 16 were not 
returned. The response rate was therefore 88%, which was sufficient to draw 
meaningful conclusions for the research study. 
 
The Study has set out to gain insight on the following aspects:  
 
  Determine how the residents feel about the role of officials on housing 
service delivery in NMBM;  
 To examine the residents perceptions and attitudes towards the role of 
officials;  
 To identify potential challenges regarding housing service delivery; and 
 To come up with recommendations over challenges facing housing service 
delivery in NMBM. Refer to the table below.  
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Table 7 - Interview of Questions Asked and Answered 
 
DESCRIPTION OF  
INTERVIEW SCHEDULE  
NUMBER OF 
QUESTIONS  
NUMBER OF  
OFFICIALS  
 PERCENTAGE  
 
Questions asked to 
officials  
 
17 
 
8 
 
100% 
 
Question asked to 
Community leaders  
 
15 
 
8 
100% 
 
 
 
4.2. RESULTS OF INTERVIEW SCHEDULES WITH HOUSING OFFICIALS 
 
An interview schedule (see Annexure A) was drawn up for eight (8) officials of the 
department of housing, which comprises of similar questions as in the 
questionnaire. The result of this preliminary research is shown below. 
Unfortunately not all of the 8 officials were interviewed, instead only five officials 
were able to avail themselves to be interviewed because of prior commitments, 
and others were already on vacation leave during December 2013. 
 
It should be noted that the results that emerged are from the number of 
respondents that gave Common response. 
 
 
4.3. DURATION OF THE EMPLOYED OFFICIALS 
 
4.3.1. Question one (1) posed during the interview to the respondents 
was, “For how long have you worked at the Nelson Mandela 
Bay Municipality?” 
 
 The five respondents indicated in their answers that their 
services and experiences varied within the Directorate of the 
Human Settlements.  
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 Three respondents indicated that they had worked in the 
institution of Nelson Mandela Municipality for more than 5 years 
- approaching 10 years. The other two respondents indicated 
that they were employed between 1-5 years. The table and 
Figure 4 below illustrate the analyses of these responses.  
 
Table 8 – Duration of Employment of Interviewed NMMB Housing Officials 
 
REPONSE RESPONDENTS PERCENTAGE  
 
1-5 Years  
 
2  
 
44%  
 
5-10 years  
 
3  
 
56%  
 
 44% respondents had been working for the Municipality’s 
Department of Housing between 1 to 5 years, whilst 56% of these 
employees had been working there between 5 to 10 years (refer 
figure 4).   
 
Figure 4 - Years Employed
1 - 5 years
44%5 - 10 years
56%
1 - 5 years 5 - 10 years
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4.3.2. The second question posed was, “What is your educational 
qualification?”  
 
 The two participants responding indicated that they have 
Masters Degrees as well as other relevant certificates relating to 
housing. The other three participants responded that they have 
degrees ad certificates. Refer Figure 5. 
 
Figure 5 - Highest Education Qualification
Masters
44%Degrees
56%
Masters Degrees
 
 
4.3.3. The third question asked was, “What is your position in the 
Department?”  
 
 The following responses were given respondents as per the 
table below. 
 
Table 9 – Positions within the Department 
POSITION   RESPONDENTS PERCENTAGE  
Clerk  0 0%  
Executive Director 1  20% 
Director  2 40% 
Assistant Director 2  40% 
Manager   0 0% 
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 It needs to be noted the that the Director and the Assistant 
Directors are coming from some silos - they are coming from 
different silos within housing department as mentioned in the 
Organogram.  
 
4.3.4. The fourth question asked was, “Does the Housing department 
of the NMBM have the Capacity to improve on its Service 
Delivery?”  
 
 Three (66%) of the respondents sang the same tune, namely 
that the Housing Department  of the NMBM does have the 
capacity to improve on its Service  Delivery, supported by the 
following  reasons reflected in the table below:  
 
Table 10 – Reasons Given why NMMB Housing Department could improve Service Delivery 
 
REASONS PROVIDED  %  
There is a plan of preparation for land and for the emergency relocation of families  18% 
1200 sites have been made available for these  relocations  22% 
Have a programme for up grading for informed settlements 23% 
Approved a 7 year plan which gives priority to informal settlements in vulnerable areas  27% 
Submitted applications to the Provincial Department of Human Settlement  which is awaiting 
approval  
6% 
Have done Development of NU 12, 29, 30 and 31 - citing the few in progress. The list is  
endless on progress of building houses than any other Metro  
4% 
 
 The other two respondents were able to give a nod to the 
achievements of building houses but mentioned that in certain 
areas there is lack of capacity - citing the following:  
o Lack of an integrated approach regarding relocation, 
resulting  in inadequate servicing of relocated communities; 
o Lack of integrated human settlements; and    
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o Lack of confidence in the management of housing delivery 
process, including the waiting list, the allocation process and 
the alleged illegal occupancy of houses. Lastly, the 
employment of unqualified persons to positions in project 
management which Figure 6 makes reference to.  
 
Figure 6 - Rating of Capacity of 
Housing Department Officials
With 
capacity
60%
Without 
capacity
40%
With capacity Without capacity
 
 
4.3.5. The fifth question asked was, “A delay in the approval of the 
subsidy application is a major challenge in housing delivery in 
NMBM. Please explain.”  Refer to the table below. 
 
Table 11 – Reasons given on delays in the approval of the NMMB Housing Subsidy 
Application  
 
 
REASON  % 
The  Province  informs the Municipality late of progress on application - which  shows  a 
breakdown  in communication  
19,5% 
Delay  of Environmental  Impact  Assessment  from Province  - delays the housing  
development   
26% 
Lack of consultation by the Province with Municipality  15.5% 
Due to the  challenge of delay of the subsidy approval  - receive less money than 
budgeted by Province to the Municipality 
27%  
The Municipality budgeted R3 million for revolving  funds to try to speed up houses 
while Province is delaying  
2% 
The long lead time between the time a household applies for a house - and the time 
they  received is frustrating  
6% 
The challenge of delay by Province prompted Municipality to be financed  directly by 
National  Government - rather than waiting from the Province  
4% 
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4.3.6. The sixth question asked was, “In the provision of low income 
housing, where are the funds mainly available?”  
 
 The five (5) respondents answered that, “the bulk of the funds 
comes from National Government via the Provincial 
Government and allocated to Municipalities. The private bank 
contributed to these beneficiaries who are not qualified - only a 
certain percentage of funds are channeled as housing loans. 
Figure 7 refers.   
Figure 7 - Source of Allocation of Funds 
for Low Cost Housing
Provincial 
Governmen
t
80%
Municipal 
Infrastural 
Grant
15%
Bank 
Loans
5%
Bank Loans Municipal Infrastural Grant
Provincial Government
 
 
4.3.7. The seventh question posed was, “As a Senior Housing official 
of NMBM, how often do you check the implementation of 
housing policies? Refer to the table below. 
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Table 12 – Frequency Checking the Implementation of Housing Policies  
 
 
CHECKLIST ON HOUSING POLICIES IMPLEMENTATION 
As officials we are guided by housing codes, breaking new ground, 
documentation of houses, Municipal System Act & Municipal Structures Act 
as well as rendering Institutional Performance reporting. 
The Directorates from above - Executive Director, Directors and Assistant 
Directors – are monitored on the implementation of policies through project 
implementation, by required monthly reports from each silo in the Housing 
Department.   
The Executive Director, in line with Legislature, is required to submit 
quarterly reports to Standing Committee of Housing. 
 
The Portfolio Chairperson and the Committee of Housing are monitored on a 
monthly basis in compliance and performance of the directorate.  
 
 
 Out of the overall 5 participants respondents the following was 
received: 
o Four responded that they could list some laws such as 
MFMA, MSA, the Constitution as well as the Housing 
Code; and  
o The other one participant had no knowledge on these laws, 
guidelines and codes. 
 Even through this study does not test in details, the effect of 
such ignorance one could conclude, that the right to privacy is 
potentially at stake. 
 
4.3.8. The eighth question asked was, ‘What is your role as a Senior 
Manager in the Housing Department?”  
 
 The following information was obtained from the respondents on 
their roles. They indicated that each silo has directorates, which 
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have different roles or functions to perform within the Directorate 
of Human Settlements. The following roles were able to be 
defined:  
 
4.3.8.1. HOUSING DELIVERY DIRECTORATE ROLE  
o Beneficiary Management;  
o Subsidy Budget Planning and Allocation;  
o Local Housing priorities; and  
o To deliver quality housing to community.  
4.3.8.2. ADIMINISTRATION ROLE  
o Doing application administration;  
o Application coordination;  
o Do Council and Committee Reports;  
o Secretariat Services; and  
o Responsible for staff matters and inventory control.  
4.3.8.3. LAND PLANNING ROLE  
o Dealing with land used - town planning matters;  
o Land identification;  
o  Local housing priorities;  
o Facilities encourage; promote the orderly and efficient 
development of Nelson Mandela Bay Municipality 
4.3.8.4. SOCIAL DEVELOPMENT EDUCATION AND 
ADMINISTRATION  
o To manage land invasions;  
o  Relocating families; and 
o Survey informal settlement and social facilitation regarding 
the relocation and destination of informal settlement and 
backyard shack beneficiaries.  
4.3.8.5. DEVELOPMENT AND SUPPORT  
o To facilitate and coordinate and to provide a technical 
service which includes the coordination of servicing 
(Basics like water, sewer, roads and storm water) of land 
for housing projects.  
 
 It must be noted that much of the work or their roles were well 
articulated by officials but I was also provided with documents 
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containing full roles of officials within the housing and land 
directorate.  
 
 
4.3.9. The ninth question asked was, “Is it true that poor management 
and the perceived corruption by officials in your department 
are the causes of protests in NMBM?”    
 
 All five respondents answered negatively. In their counter 
arguments they highlighted some challenges which they 
felt cause the public to state that the protests are 
responses to poor management, corruption…etc. The 
following facts were put forwarded by the respondents. 
Refer to the table below.  
 
Table 13 – Counter facts put forward by Officials re the Public perception on Protests 
caused 
REASON  % 
By word perceived - does not justify any evidence of corruption.  2% 
The Auditor General Report in 2011/12 & 2012/13 did not have any negative findings 
about the department regarding perceived corruption, hence they denied it.  
24% 
Service delivery protests should not be associated with housing delivery only, instead 
should be regarded as a broader social and economic challenge.  
23% 
The protests are caused by party political strife. 
 
21% 
Dissatisfaction with the level and speed of the delivery of basic services, such as the 
provision of housing, running water, electricity and toilets.  
23% 
One other thorny issue is the rectification programme which is very slow because all 
applications to Province take too long and budget for this is very small. The lack of staff 
to perform the housing functions, also contributes to protests in NMBM.  
7% 
 
 The challenges further argued by officials in their defense 
against corruption and poor management was that:  
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o Inexperienced and insufficient staff are causing 
delay in the processing of land application – which 
led to protests;   
o Illegal land occupation; 
o The question of poor communication between the 
Councilors and the communities;   
o The point of allegations of corruption around who 
should access housing subsidies may be 
considered a lack of transparency on housing 
allocation; and   
o Waiting lists are poorly or not properly managed.  
 See Figure 8 which reflects on the results ranging from 
“Yes” or “No” on this question.   
 
Figure 8 - Rating on Causes of 
Protests
True 
1%
Not true 
99%
True Not true 
 
 
 When officials argued on this question, I observed a 
conflict argument in their input but they denied anything 
wrong to be associated with them whereas some here 
and there were able to point at it without emphasis.  
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4.3.10. The tenth question asked was, “Do you have policies of  
Housing in your department?”   
 
 The applicants responded affirmatively that they have 
policies, but that there are still preparations in the 
making of the implementation of other policies; 
 60% agreed to have policies; but 
 40 % responded that few policies have been passed 
which are in operation. This 60% responded stating that 
they are making use of National Provincial Policy 
guidelines in the Human Settlement Department. Refer 
to the rating “Yes” or “No”. See the table below. 
 
Table 14 – the 60%’s who responded positively on Housing Policies Available in 
Department 
POLICIES AVAILABLE RESPONSE
Guide the operating of housing in the  Metro Yes
 Housing beneficiaries allocation  Yes
Land Sale Directive  Yes
Special  policy development frame work from Various areas in Metro  Yes
Rezoning subdivision policy  Yes
 
  40 % of the participants responded stating that there 
are challenges in the crafting of polices in the 
institution. The level of laxity by politicians causes delay 
in the speeding up of such policies, which could 
ultimately change and transform the Municipality, 
example:   
o “We do not have a policy on illegal housing 
occupation, which is killing the Municipality due to 
the illegal rate of houses being occupied. The 
institution is guided by Provincial and National 
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guidelines. The Metro should have its own policies, 
such as a relocation policy”.  
 
 Figure 9 below reflects on the number of policies Human 
Settlement formulated.  
 
Figure 9 - Rating on Policy 
Formulation
Formulated
40%
Need to be 
formulated
60%
Formulated Need to be formulated
 
 
4.3.11. The eleventh question asked was, “ Is there a perception  
of Fraud and Corruption on Housing Allocation and 
Beneficiary Management?”  
 
 The five (5) respondents had to answer, “Yes” or “No” 
and they all responded “No” based on the following 
reasons as reflected in the table below 
 
 
 
 
 
. 
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Table 15 – Perception Fraud & Corruption Housing Allocation & Beneficiary Management 
REASONS % 
It is a Media speculation being informed by the  illegal informal residence  37%
No officials on record have been found  involved in corruption that the officials know about 13%
The shortcoming is on the beneficiary list or waiting list which needs to be approved 50%
 
4.3.12. The twelfth question posed was, “What is the relationship  
Between NMBM and other spheres of government and 
give reasons for your answer”.  
 
 100 % of the respondents said the relationship with the 
province is not good nor poor but fair, based on the 
following reasons: Refer to the table below.  
 
Table 16 – Rating of Relationship between Provincial & Local Government 
REASONS  % 
Delivery bottlenecks that result in some housing projects being blocked for long periods of 
time by the Province.  
38%
Slow approval of projects by the Province made relationships not that good.  49%
Rejection of Business Plan like the rectification in the Metro  moreover creates a tense 
relationship, whilst the Province was saying that the Business Plan was up to standard. 
Municipality must go back and rectify those gaps in order for the Business Plan to be 
approved.   
13%
 
4.3.13. The thirteenth question asked was, “Which one of the  
Following options would you choose as the main 
challenge in the Housing Service delivery?”. Refer to 
Figure 10.  
 60% of the respondents indicated that population growth 
is the main challenge in housing service delivery; 
 20 % referred  to housing blockage;  
 The other 20% referred to insufficient funds from the 
provincial government; 
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 Hence they campaign for accreditation on level 3 
whereby funds will bypass the Province and come 
directly to the Municipality.  
 
 
 
 
 
 
 
 
 
 
 
4.3.14. The fourteenth question asked was, “Explain in depth the  
main challenges of Housing in Metro?” All applicants 
responded by highlighting the following challenges, namely:  
 
  Residents are unhappy with huge amounts being charged for 
service delivery; 
 Constantly verifying people whilst indigent status is still current;  
 Perception by the community and the media on corruption of the 
housing officers;  
 Poor communication with the committees by Councilors and in 
some instances, officials;  
  Political infighting amongst the ruling party;  
  Mismanagement of beneficiaries housing waiting list;  
 Lack of transparency in allocation of housing subsidies;  
 Constant & repeated failures of building contractors, who builds 
weak and cracked houses; 
 Inadequate project management;   
 Little funding received from Provincial Government;   
Figure 10 - Main Challenges on 
Housing Delivery
Housing 
Backlog
20%
Insufficient 
Funding
20%
Population 
Growth 
60%
Housing Backlog Insufficient Funding
Population Growth 
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 Long duration of time during beneficiaries’ applications and 
response;  
 Shortage of personnel; and  
 Poor communication between Housing Department and Budget 
and Treasury on a billing system for beneficiaries.   
 
 
4.3.15. The fifteenth question asked was, “What is the turn around  
strategy on challenges facing the department of 
housing?”  
 
 The following strategies were put forward by all 
respondents namely: 
 
o Need to improve the intergovernmental relationship with the 
province to fast track response on beneficiary applications;  
o Strengthening the management of housing especially the 
housing waiting list; 
o Improve communication between Councilors, officials and 
communities;   
o Secure all parcels of land for proper relocation of shack areas;  
o Improve the capacity of the Municipality to reach level 3 & 4 of 
housing accreditation so funding from National Government can 
go directly to the Municipality;  
o Housing Delivery Unit needs to engage with Social 
Development, Education and Administration Sub directorate - in 
terms of Housing consumer education sessions with the 
community; 
o There needs to be proper screening process to check if all those 
on the list indeed meet the minimum requirements with criteria 
such as: being a South African Citizen, have green bar coded ID 
and never owned a property before; and   
o Forwarding of all accusations of corruption by officials to 
Councilors for the investigating unit of corruption - and to the 
police. 
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4.3.16. The last (sixteenth) question asked was, “Comment on the  
following which is applicable  regarding your 
Department of Human Settlement, by either answering 
True or False”.  
 
 The responses reflected on the table and percentages, 
emerged from all participants by stating “True” or “False”. 
Refer to the table below.  
 
Table 17 – Reflection Housing Department Status 
COMMENT BY OFFICIALS  TRUE 
% 
FALSE 
There are checks and balances in your department  on housing implementation policies  96%  4% 
Poor quality houses are built  59%  41% 
Your housing officials need capacity  98% 2% 
 As Is there any sufficient staff to improve housing service delivery 2% 98% 
Lack of sufficient and technical staff knowledge hampering service delivery  86% 14% 
There is an insufficient resources in your department  100% 0% 
Bridging housing finance is good for Metro Municipality  100%  0% 
Municipality is unable to reconcile plan thoroughly for the future  92%  8% 
There is a lack of training on employees of Municipality  91% 9% 
Municipality does not have capacity to craft news polices  88%  12% 
Do you have enough policy for institution i.e. Illegal  housing occupation and relocation 90% 10% 
Officials are beneficiaries of RDP houses  39% 61% 
Do you normally have planned meetings schedule with planning division, delivery, 
infrastructure and education directorate  
46%  54% 
NMBM is regarded as the most weak Municipality in the  delivery houses compared with 
other Metro’s  
99% 1% 
Are housing projects taken from IDP  50%  50% 
Protests are not only on housing related matters  100% 0% 
Failed to implement instructions from Province  67% 33% 
There is skill shortage unqualified personnel  72% 28% 
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4.4. RESULTS OF INTERVIEW SCHEDULES WITH COMMUNITY LEADERS   
 
An interview schedule (see Appendix B) was drawn up for the eight (8) 
community leaders which comprised of similar questions as in the questionnaire. 
The outcomes of this preliminary research are shown below. 
 
4.4.1. The first question on the interview schedule was, “For how long 
have you been staying in this ward?”  
 
 All respondents indicated that they had been staying for 
more than ten (10) years in the ward. The following table 
provides an analysis of the responses given by the 
respondents and indicates that the community leaders, 
including the Ward Councilor, have been residing in the 
ward for more than 10 years. Refer to Figure 11.  
 
Figure 11 - Period respondents were living in ward
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4.4.2. The second question posed was, “What is your highest 
educational qualification?” 
 
 All eight (8) respondents replied that none of them had 
matric certificates. The minimum level of education 
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indicated for six respondents were grade 10 (standard 8) 
and the other two respondents indicated that they had 
passed grade 11 (standard 9) level. See Figure 12.1 and 
Figure 12.2.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4.4.3. The third question asked was, “Is there any project development 
in this ward? If “Yes” name them”. 
 
 All respondents were able to highlight housing project 
development in the ward namely:  
0
0.2
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0.6
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1
Education
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Figure 12.1 - Graph Level of Education
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o  Masangwana Ville phase 1, 2 & 3; 
o  New Brighton Silvertown (Mhlaba Uhlangene); and 
o Block 40 housing development (which is not yet 
completed).  
 
4.4.4. The fourth question asked was, “What do you think the people of 
this community (ward 15) feel about housing development in 
the ward?”  Refer to the table below.  
 
Table 18 – How the Community of Ward 15 perceive Housing Development in Ward 
RESPONSES RESPONDENT 
NR 
Very excited  1
Feel very good “Development will change the image of the area”  2
Residents are not impressed, they have been waiting for a long time and were  
running out of patience 
3
Not  satisfied because of shoddy  work done by contractors  4
 Not satisfied because there is a perception that the Councilor and Project 
Committee are giving houses to their friends and families 
5
Allocation of houses by Project Committee need a monitoring  6
Dissatisfaction was  demonstrated when some beneficiaries were ordered to 
relocate to other areas 
7
 Blaming slow  pace of housing development – was put on the Municipal 
officials  
8
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4.4.5. The fifth question asked was, “Are you satisfied with the 
conditions of the houses built? “Yes” or “No”. Refer Figure 13.  
 
 
 
 
 
 
 
 
 
 
 
4.4.6. The sixth question was, “Can you give reasons for your 
response in question 5?”. Refer to the table below. 
 
Table 19 – Reasons Provided re Housing Satisfactory  
RESPONSES RESPONDENT 
NR 
Not really satisfied because majority of houses built are having cracks, weak 
door frames  made up of wood pine and weak window frame  
1
Had not paid for the  house and could not complain  2
 Leaking taps and  toilets due to poor plumbing  3
Flat structure which resulted  to flooding  4
Ceiling falling down  5
 Houses too small to accommodate all house holds  6
Feel happy, bucket system had stop and we use  flush toilets  7
House built better than nothing  8
 
 
 
 
Figure 13 - Level of Satisfaction 
Houses built in Ward 15
65%
35%
0% 20% 40% 60% 80%
No
Yes
No Yes
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4.4.7. The seventh question asked was, “Are you a beneficiary of a 
house built in one of the housing development projects you 
mentioned above – and if you are, is the house registered in 
your name?”. Refer to the table and Figure 14 below.  
 
Table 20 – Housing Ownership Indication and Registration in Respondent’s Name 
OWNERSHIP % REGISTERED IN 
NAME % 
STATUS  
NO YES NO YES 
Beneficiaries of the Housing Development in 
Ward 15 
- 100% 62% 38% 
 
 
 
Figure 14 - Housing Ownership in 
Ward 15 & Registered in Name
Registered
62%
Not 
registered
38%
Registered Not registered
 
 
 
4.4.8. The eighth question asked was, “What  is the role of a housing 
official  in housing project developments?”. Refer to the table 
below.  
 
 
 
   
 
 
88 
 
 
 
Table 21 – Perception on Role of Housing Officials in Housing Projects 
RESPONSES RESPONDENT
NR 
 Their role is to keep the Councilor informed on all issues related to service 
delivery like public participation, beneficiaries to chose the type of house they 
need, to identify the date of commencing project and its completion date  
1 
Responsible for housing registration  2 
 Implementation of housing project  3 
 Allocating  of sites to beneficiaries  4 
 Ensure that all application forms are correctly completed and supported by 
documentation such as  income, marital status and identification  
5 
There are officials who on the other hand act as politicians  6 
I do not know really what are their role  is - when  we want  them to  solve 
problems they are not  available   
7 
To establish project steering  committee  8 
 
 
4.4.9. The ninth question asked was, “What is your role as community 
leaders in Housing Project Developments?”, Refer to the table 
below.  
 
Table 22 – Perception on Roles of Community Leaders in Housing Project Developments   
RESPONSES RESPONDENT
NR 
To assist the Councilor on issues surrounding the housing project  1 
To accompany the housing officials on public meetings with  the residents  2 
Responsible to identify local labour pool  3 
Report back to the  community at public meetings  4 
 Liaise with community on progress and issues of community concern  5 
Ensures identification of construction skills within the community 6 
Ensure participation and involvements of all community  members who are  
beneficiaries  
7 
Safeguards the asset materials and security  8 
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4.4.10. The tenth question asked was, “Do you agree, or not, that  
There is conflict amongst beneficiaries in New Brighton 
Silvertown on extra houses? Please elaborate if “Yes”.  
Refer to the table below.  
 
 
Table 23 – Perspective on Conflict amongst Housing Beneficiaries in Ward 15  
RESPONSES RESPONDENT
NR 
Yes I agree that there is tension amongst  beneficiaries of New Brighton 
Silvertown on extra houses .The project committee has allocated these extra 
11 houses to their friends, nephews, daughters, and sons 
 
1 
Agreed - there is a big fight amongst the committee and the residents. The 
residents are complaining that all the committee members have their houses, 
yet they wanted to sell these houses to their friends & family members. 
 
2 
Concerned as residents are complaining that there are old aged & disabled 
people who were supposed to be considered for the  allocation of houses - not 
the project committee  
3 
The Conflict and tension within housing development are put squarely on the  
Municipal officials - by allowing these people to occupy those houses illegally, 
without being registered on the housing waiting list  
4 
The  Councilor is responsible; why allow people from a committee to occupy 
extra houses illegally - without  official Municipal  and the residents approval  
5 
Yes, this tension is caused by poor planning on the  side of the Municipality to 
build the houses without the approval of the occupier  
6 
The project committee is corrupt – why did they give these extra houses to their 
families /friends? Hence there is now  conflict  about who the  legitimate owners 
of the sites are   
7 
Yes there is conflict, because the Ward Councilor and the Municipal officials 
are not taking this illegal occupation seriously so there will be a problem. The 
Councilor must call all residents and decide who should benefit  from these 
extra houses democratically, taking into consideration of the policy of 
municipality and catering for MK Veteran soldiers, disabled and aged – to be 
considered when there is a Housing development  
8 
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4.4.11. The eleventh question posed was, “Give reasons to  
support your answer, why  are there always protests, 
stoppage of housing projects and other projects which 
are not aligned with houses and which lead at times to a 
closure of a ward councilor’s office here in the Metro?” . 
Refer to the table below.  
 
Table 24 – Perception on Reasons for Protests, Stoppages and Closing of Councilor’s 
Offices  
RESPONSES RESPONDENTS
NR 
It’s because people were running out of patience at work premises  1 
People were promised houses by Municipality but that  promise has not yet 
been honored  
2 
 It is another way of seeking attention  from the government   3 
Because of service delivery that is not taking place in our wards  4 
 Lack of appropriate client interface (by Councilors and officials ) which 
creates conflict - and sometimes officials are arrogant  
5 
Poor housing administration and management  6 
Allegation of corruption on the side of officials and Councilors and 
considerable dissatisfactions around who should access housing subsidies  
7 
Concerns revolving around people who were on the housing waiting list but 
when subsidy allocations were made, discovered that houses instead had 
been awarded to people not on waiting lists 
8 
 
 
4.4.12. The twelfth question asked was, “Is there any feedback in   
Public participation forums on housing development by the 
Councilor structures, and officials to the community at 
large?”. Refer to the table below.  
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Table 25 – Perception of Feedback by Councilor, Officials & Structures to Community 
RESPONSES RESPONDENT 
NR 
Deficient  client interface  1
Breakdowns in communication between communities  and Councilors  2
There has been very little attention to the issue of day to day 
responsiveness to the citizens’ problems and queries 
3
Even if public participation is taking place, it takes place after long duration 
of time and people begin to become impatient  
4
Yes officials do come to give input on selecting the types of dwellers 
needed by a community  
5
In the Metro we do not have Ward Committees, hence it is rare for the  
structures to do public participation without  consulting Councilors who are 
often times too busy to convene such meetings  
6
 Public participation occurred during IDP period only  7
 It occurred as the result of protests or toy-toyis to demonstrate 
dissatisfaction on housing service delivery  
8
 
4.4.13. The thirteenth question posed was, “There is a perception of  
Corruption by structures - by the community, Councilors and 
officials - in a housing development service delivery, do you 
agree? If ‘Yes”, motivate. Refer to the table below 
 
 
 
 
 
 
 
 
 
. 
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Table 26 – Perception structures of Community, Councilors re Housing Development 
Service  
RESPONSES RESPONDENTS
NR  
The  senior  housing development officials  are placing their families on the 
list for  first preference instead of beneficiaries  
1
 Many houses are occupied by beneficiaries who are not registered to the erf 
number, hence beneficiaries are receiving wrong billing on rates 
2
 The NMBM is continuing to build more houses for beneficiaries through 
NMBM, revolving funds without the approval of beneficiaries by Province. 
When the beneficiaries  are not  approved or not meeting the allocation 
criteria, the beneficiaries refused to vacate RDP houses and nothing was 
done by Municipality to remove these illegal occupants  
3
The project Committees are responsible for corruption - where they gave 
houses to families, friends and relatives (who are new to the area)  other than 
those coming from the rural areas  
4
Community structures are taking corner houses in which they change their erf 
numbers without consulting officials, which resulted in a confusion of the 
billing system and the occupiers having title deeds not reflecting erf  numbers 
were she /he are staying  
5
The  identity of the  beneficiary on housing subsidy system was different to 
the  identity of the owner of the  erf reflected on the  title deed   
6
Some of the beneficiaries of the project were identified as being  employees 
of the Government Department    
7
Some contractors are using poor quality building materials and do poor work 
man ship, but the Municipal officials are reluctant to remove them on the sites   
8
 
 
 
 
4.4.14. The fourteenth question asked was, “What do you think  
are the challenges confronting the Nelson Mandela Bay 
Municipality over housing service delivery?”. Refer to the 
table below.  
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Table 27 – Perception on challenges facing the Municipality on Housing Service Delivery 
RESPONSES RESPONDENTS
NR 
Lack of capacity on the  side of leaders, especially councilors  1
Shoddy work done by contractors  2
Municipal officials and Councilors have limited experience in the  field of 
Municipal Service Provision  
3
There is lack of urban service planning 4
Residents have registered on the housing waiting list over many years - no 
response forthcoming from the Municipality  
5
We do not know how officials decide on the people who should receive the 
houses  
6
Poor housing administration 7
Incomplete houses for long period caused by companies not paid by 
municipality  & illegal occupancy of houses by illegal beneficiaries 
8
 
 
4.4.15. The fifteenth question asked was, “ Are there any other  
Additional comments that you would like to make, that 
have not been covered in the interviews?” . Refer to the 
table below.  
 
Table 28 – Additional Comments from Respondents Interviewed 
RESPONSE RESPONDENTS 
Four of the opinion leaders did not have to say anything, except what they 
mentioned above. The other four responding leaders stated that the 
Municipality  must respond to issues of service delivery and should not be 
deterred because  of the closure of the  Councilors office/s or Municipality 
buildings or protests nor the burning of tires 
4 of the 8  
 
4.5. QUESTIONNAIRES: RESULTS ON THE ROLE OF OFFICIALS ON 
HOUSING SERVICE DELIVERY IN THE NMBM (RED LOCATION AND 
NEW BRIGHTON SILVERTOWN) DERIVED FROM THE SURVEY. Refer 
to the table below.  
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Table 29 - Questionnaire results on role of officials in housing service delivery 
DESCRIPTION  NUMBER  %  
Questionnaire distributed   60 100%
Return  44  88%
Not returned 16 12%
Incomplete  O 100%
Valid 44 88%
 
4.6. QUESTIONNAIRE RESULTS  
 
 A Questionnaire (see Appendix E) was drawn up for 60 beneficiaries, 
which comprises out of similar questionnaires, but with slight 
differences on some questions asked. The result of this preliminary 
research are reflected in the question depicted as follows:  
 
o It should be noted that the results that emerged are from the 
number of respondents who gave common responses  
 
4.6.1. INFORMATION ABOUT RESPONDENTS  
 
4.6.1.1. In question one of the questionnaire, the 
respondents were asked whether they are 
beneficiaries of the housing project development.   
 The results yielded the following:  
o 92 % of the respondents stated that they 
were indeed beneficiaries of the  housing  
project for the following reasons stipulated in 
the table below: 
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Table 30 – Assessment whether Respondents are Beneficiaries Housing Project 
Developments 
REASON  % 
 The title deeds are registered in their names  57%
The account bills of the Municipality refer to their names and surnames, as well as erf 
numbers indicated as beneficiaries 
13%
They have signed the beneficiary application form during the registration & approved 11%
They been living in the area more than ten years until  registered  19%
 
o Analysing the results, it is evident that the 
respondents are the beneficiaries on housing 
project hence their title deeds are registered 
in their names; and  
o 8% of the respondents were not beneficiaries 
of the housing project development.  
 
Table 31 – Respondents not Beneficiaries of Housing Project Development  
REASONS %
Their names are not appearing on the housing waiting list  16%
Their names were rejected by the housing board because of implication that  
they were married  
53%
They occupy houses illegally because they were staying in the area more 
than 10years; because those coming after them are being registered  
31%
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 Figure 15 illustrates that 8 % are non beneficiaries 
and 92 % are beneficiaries of a housing project  
 
Figure 15 - Status of Beneficiaries on Housing 
Projects
Beneficiaries
92%
Non 
Beneficiaries
8%
Non Beneficiaries Beneficiaries
 
 
 
4.6.1.2. In question two of the questionnaire respondents 
were asked to indicate their gender. Refer Figure 16.   
 
 
 
 
 
 
 
 
 
 
 
 Figure 16 indicates that 62% of the respondents 
interviewed are females, whilst 38% were males 
(who completed the questionnaire). 
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Figure 16 - The Gender Status of 
Respondents Interviewed
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 This sample was unbiased as the questionnaires 
were distributed randomly to the residents.   
 
4.6.1.3. The third question posed was around the 
respondents’ age groups. The results of this sample 
indicate that 21% were between the age 21 to 30 
years, 27% were between the age 31 – 40 years, 38% 
were between the age 41 to 50 years and 14% were 
between the age 51 to 70 years. Refer to Figure 17 
below.  
Figure 17 - The Age Groups of 
Respondents interviewed
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4.6.1.4. The fourth question posed to the respondents was 
seeking information relating to the period of their 
stay in the area.  
 
 The following table below, provides an analysis of 
time period the respondents have been staying in 
the area – it indicates that the beneficiaries have  
been residing in the area for more than 10 years  
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Table 32 – Number of Years Respondents have been Residing in the Ward 
 
 Figure 18 below illustrates that 16% of the 
respondents have been residing in the area from 1 
- 5 years, 48% of the respondents have been 
residing from 6 - 10 years and 36% of the 
respondents have been living in the area  as long 
as  11 - 20 years..  
 
Figure 18 - Number of Years Residing 
in Area
1 - 5 years
16%
6 - 10 years
48%
11 - 20 
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36%
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NUMBER OF RESPONDENTS NUMBER YEARS 
RESIDING 
PERCENTAGE 
8 1 - 5 years  16 %
27  6 - 10 years  48 %
18 11 - 20 years  36 %
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4.6.1.5. The fifth question asked related to their highest 
educational qualification.   See table below,  
 
 
 
Table 33 – Level of Education of Respondents 
Level Education NUMBER OF RESPONDENTS % 
 Grade 10   26  49% 
Grade 12  19  36% 
Diploma /Certificate  5 9% 
 Under Graduate  1 2% 
Post Graduate  2 4% 
Masters  0 0% 
 
 Based on the above table and Figure 18 below, the 
highest standard obtained by the respondents 
were Grade 10 which was standard eight in olden 
days and minimum numbers obtained 
postgraduate e.g.  BA and Higher Education 
Diploma. Refer to Figure 18 below.  
49%
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Figure 19 - Level Education of Respondents
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4.6.1.6. The sixth question posed was on whether the 
respondents are beneficiaries of houses built in 
the area? They gave the following responses as 
reflected in the table as well as Figure 20 below.  
 
Table 34 – Reflection on Respondents’ Status as Housing Beneficiaries  
RESPONSES  NUMBER OF RESPONDENTS  %
Yes  93 79%
No  7 21%
Unanswered  0 0
 
Figure 20 - Housing Ownership in Area 
by Respondents
Ownership
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No 
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Ownership No ownership 
 
 
 
4.6.1.7. The seventh question asked was on the participants 
to comments and indicate if they were satisfied or 
not, regarding the manner in which the housing 
developed in their area?   
 
 47 out of 53 respondents indicated that they were 
satisfied with the manner in which the houses 
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developed in the area. Only 7 respondents stated 
that they were not satisfied. The analysis is further 
made clear by the following illustrations in the 
table and Figure 21 below.  
Table 35 – Reflection, whether Respondents are satisfied or not re their Housing Delivery 
RESPONSES  NUMBER RESPONDENTS % 
Yes  47 87% 
No  7 13% 
 
 
 
 
 
 
 
 
 
 
 Respondents were furthermore requested to 
provide reasons for the answers they provided re 
their satisfaction. The following reasons were cited 
as per the table below:  
 
Table 36 – Reasons cited regarding the Respondents’ Satisfaction on their Housing 
Delivery  
REASONS  %
The  houses were provided by the government, free of charge  29 %
Obtaining a houses is much better than staying in a  shack 28%
Houses provide a decent shelter  10%
Very excited  6%
Development will change the image of the area  13%
Have to receive electricity – rather than having candle lights and paraffin stoves   14%
 
Figure 21 - Reflection on whether Respondents were 
Satisfied or not re their Housing Delivery
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 Seven respondents indicated that that they were 
dissatisfied with the manner of housing 
development in the area as per the table below.  
 
Table 37 – Reflection on Respondents who were dissatisfied re their Housing Delivery 
REASONS  %
The houses are very small and all their  households are not fitting within the  house  21%
Dirtiness of rubbish left by contractors on the  housing project  20%
There  is no clear demarcation between  the Lounge and the  kitchen 49%
The houses have cracks ,weak or poor door frames  window frames  3%
Leaking taps and toilets due to poor plumbing  7%
 
 
4.6.1.8. The eight question posed was whether the 
respondents were satisfied with the role of 
officials on the housing development in the area. 
Refer to the table and Figure 21 below.  
 
 61 % responded by saying yes they were satisfied 
and 39% are not satisfied with the role of officials 
in housing .The following reasons were articulated 
as per the table and Figure 22 below. 
 
Table 38 – Reflection Respondents Satisfaction re Roles of Officials re Housing 
Development 
REASON  % 
Officials are the ones implementing the housing service delivery  61% 
Officials  are the  one bringing information on development   39% 
 
 39 % respondents are dissatisfied with the role of 
officials under for reasons cited in the table below.  
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Table 39 – Reflection Respondents Dissatisfaction re Roles of Officials Housing 
Development 
REASONS  % 
No monitoring of housing project by officials of contractors  18% 
The contractors are not  reprimanded or fined for dirtiness and rubbish left behind on 
projects 
16% 
Lack of monitoring or inspection when the houses are completed by the contractors  34% 
Late installation of water meters and electricity of completed households 22% 
Corruption of project community and contractors are taking place in front of Housing 
Officials without any intervention  
10% 
 
 
 
 
 
 
 
 
 
 
 
 
 
4.6.1.9. The ninth question asked was on whether the 
community or beneficiaries understand the 
constraints faced by NMBM Housing Department 
in relation to the provision on Low Income 
housing.  
 
Figure 22 - Rating of Respondents Satisfaction Role 
Housing Officials 
Respondents 
Satisfied role 
Officials 
61%
Respondents not 
satisfied roles 
Officials
39%
Respondents Satisfied role Officials Respondents not satisfied roles Officials
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 92% of the respondents replied negatively – that 
they  do not understand the constraints faced by 
NMBM housing department in relation to the  
provision on Low Income housing under the 
following reasons as per the table below.  
 
Table 40 – Respondents indicate Reasons for their Ignorance  with regard to NMBM 
Constraints on Low Cost Housing 
REASONS  %
No regular communication from officials on their  constraints neither is there frequent 
meetings called by Councilors relating to constraints   
32%
The process of consumer education to beneficiaries is not  done in order to understand 
these constraints  
16%
We hear from the Councilor that there is going to be a housing development but it takes 
too long to implement  
14%
No, those Councilors and officials are eating the money - they  are corrupt and driving 
big cars while we waited  too long for the promised housing delivery 
32%
On paper the date is set for building houses but  in reality nothing is taking place  2%
All of them are liars i.e.  Councilors and officials only make promises after promises  8%
They talk of impact environment assessment, we do not understand that nonsense. We 
only want houses  
6%
Poor communication on  the side of the Councilor and officials to relate on the 
constraints of housing service delivery  
6% 
 
 There was no response from 8 % of the 
respondents; the participants left this question 
blank.  
 
4.6.1.10. The tenth question asked was about the 
implementation of the housing policy by 
Municipal Authority – whether it is inadequate or 
satisfactory based on citizens needs and 
expectations. The two tables below respectively 
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reflect the subsequent responses and reasons 
provided.   
 
Table 41 – Respondents on Housing Delivery Meeting Citizens Needs & Expectations 
RESPONSES NUMBER RESPONDENTS %
Yes  0 100%
No  44 0%
 
Table 42 – Respondents’ Reasons – Status Housing Delivery - Citizens Needs & 
Expectations 
REASON  %
Corruption among officials and Councilors as well as Project Committee  12%
Housing waiting list by the officials is not considered when selecting beneficiaries  8%
No first time first serve policy implemented  9%
Poor consultation and public participation 17%
Scarce consumer education to beneficiaries before they occupy houses  14% 
Reluctant to evict alleged occupation of houses, the aged and disabled are sidelined 
by project committee and no action taken on the side of the officials  
18%
Relocation: Councilors and structures put their friends & family members first and no 
monitoring list is maintained by officials  
6%
IDP priorities are not considered, its only promises  16% 
 
  
4.6.1.11. The eleventh question was around why there are 
always protests, stoppages of the project and the 
closure of the Councilor office. 
 
 Respondents provided following reasons as cited 
in the table below. 
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Table 43 – Respondents’ Reasons Protests, Project Stoppages & Closure Councilor 
Offices  
REASONS %
Government takes too long to respond to service delivery issues  27%
Officials always promise to start service delivery soon  
 
13 %
Councilors are liars looking after themselves: driving  fancy cars whilst not implementing 
service delivery 
17%
Manipulation of  beneficiary housing list  16%
Temporary housing beneficiary list  12%
No report back on issues of service delivery  5%
That is the only language that makes government to respond 10%
 
4.6.1.12. The twelfth question was posed on whether 
respondents think that the municipal Councilor and 
the officials have an important role to play in 
ensuring public participation on the matter of 
municipal government and its housing process 
implementation.   
 Out of 44 participants, 43% responded 
affirmatively and 1% could not answer the 
question. The analysis is made clear by the 
following tabled reasons as well as Figure 23 below.  
 
Table 44 – Respondents on Housing Delivery Meeting Citizens Needs & Expectations 
REASONS  %
Yes Councilor is Compulsory to do public participation because we voted them and 
they must come  to report and take mandate  
27%
Also official are employed and get salary they must do their  jobs  17%
It  is a must to do Public participation but they do not  there is a breakdowns in 
fundamental Communication between Communities and Councilors  
22%
An effective client interface is one that is responsive required top priorities  11% 
Yes  how they can formulate policies ,budget without public participation  22%
It is in terms of how to do that   18%
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4.6.1.13. The thirteenth question asked was on how allocation 
seemingly always gives problems, tensions arises 
and accusations come forth from the beneficiaries 
against officials and Councilors; respondents 
were requested to indicate whether they agree 
and if so, had to provide motivations. See the table 
below on responses received 
.  
 
 
 
 
 
 
 
 
 
 
 
 
Figure 23 - Rate Response on Public Participation 
Public 
participation
98%
No public 
participation
2%
Public participation No public participation
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Table 45 – Respondents on Housing Allocation - Problems, Tensions, and Accusations 
Arising from Beneficiaries against Councilors & Officials  
REASONS  %
There is no transparency in the allocation list of houses: we normally hear from 
Councilors and structures who is being selected  
17%
The  officials are coming with names of people with disability and Veterans of the ANC 
to be accommodated in the project whereas we do not  know them  
8%
Councilors are tampering with the lists by adding relatives, preferred friends and 
committee members  
17%
Beneficiaries who do not  qualify for housing subsidies are also included in the allocation 
of stands 
13%
Many different  lists submitted to Municipalities – these are not verified by communities 
or beneficiaries  
16%
The housing waiting list is not properly managed  14%
People are allocated houses whereas their gross monthly income household is 
exceeding  R3500 which is required by the state to receive a subsidy  
9%
Residents in the area have been registered on the housing waiting list for long time but 
there is nothing taking place  
6%
 
 Looking at the results it becomes evident that the 
respondents feel that there is lack of transparency 
in housing allocation and housing waiting list - by 
Councilors and many different aspects, including 
beneficiaries who do not qualify.   
 
 
4.6.1.14. The fourteenth question asked was about the 
perception of fraud corruption on housing service 
beneficiary management by the officials’ project 
committee.  Reasons cited are reflected in the table 
below.  
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Table 46 – Respondents on Perceived Corruption – Management of Housing Service for 
Beneficiaries & Officials’ Project Committees 
REASON  % 
Yes, corruption and fraud are always mentioned on the radio and newspapers, where 
we heard that certain people, officials or Councilors are being implicated – but not 
arrested 
29% 
Illegal occupation of houses by non beneficiaries   11% 
Councilors put their preference first: friends, structure members, families  appear on the 
list of housing beneficiaries, who do not qualify  
16% 
Community structures are stealing building materials like bricks, cement and door 
frames   
4%  
Poor workmanship by contractors but paid by municipality  4%  
Selling of houses to foreigners who set up shops with those houses 6% 
Many houses are built but not occupied because no beneficiaries were identified, which 
results in it being given to someone else to occupy  
13% 
The  titles deeds are not reflecting the house holders’ ownership  14%  
Poor monitoring  2,5%  
Renting of low income houses to non qualifying persons and business persons  1,5% 
 
4.6.1.15. The fifteenth question asked was around which 
challenges the community faced in housing 
development. Please see the table below to view 
responses received. 
 
 
 
 
 
 
 
 
 
 
.  
   
 
 
110 
 
 
 
 
 
 
Table 47 – Respondents Challenges Community has faced on Housing Delivery  
CHALLENGES  
Slow pace of service delivery on the side of Municipality  
Names appearing in HSS System but ownership of the property transferred to another   
High billing account on rates which they never used   
Mushrooming of shacks in our areas  
Inadequate project management  and monitoring capability  
Poor performance by the emergence contractors  
The officials are behaving like politicians - which cause huge problems on the ground 
The lengthy time lapse between a household applying for a house and the time it they receive it   
The delay around in the issuing of title deeds for and  the ownership of RDP homes  
Lack of confidence in the management of the housing delivery process including the waiting list, 
allocation process and the illegal occupancy of houses  
 
 The list of challenges highlighted by the 
respondents is too long as a result, I could not rate 
it in the forms of percentage, and I just jotted it 
down as relevant challenges. 
 
4.6.1.16. The sixteenth question requested respondents to 
briefly explain which mechanism could be put into 
place to overcome these challenges.   
 
 Participants’ responses made mention of the 
following solutions:  
 
o Municipality should employ the right people in right job 
and with good qualifications;  
o The list of beneficiaries should be transparent to every 
beneficiary and be presented in public;  
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o  Those people rejected by the system - of getting 
subsidies previously,  need not to be replaced by their 
children;  
o Extra houses built should be given to people in a fair and 
transparent manner;  
o  Officials, Councilors and community structures found 
doing Corruption - must be named and arrested;   
o  The allocation committee must be functionary and be 
transparent;  
o Contractors doing shoddy work must be replaced need 
to be banished for certain period of time;   
o Information dissemination should be done before houses 
are occupied - by Municipality to the residents;  
o Officials should be stopped from acting as politicians; 
and  
o Its compulsory for the Councilor to report to the 
community on issues of service delivery.. 
 
4.6.1.17. The last (seventeenth) question asked was for the 
respondents to comment on the statement or the 
following short questions as reflected in the table 
below.   
 
 It should be noted that the result of the comments 
on the statement, “Yes” or “No”, emerged from the 
number of respondents who gave common 
responses – these are converted into percentage 
as per the table below. 
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Table 48 – Responses in Yes or No – on Statements Provided – in Percentage Format 
STATEMENTS - YES OR NO RESPONSES   NO % YES %
Municipality have good housing officials  78% 22%
Corruption Is  rife in officials  17% 83%
Corruption is rife among Councilors  34% 64%
Corruption and nepotism is common in project steering committees  2% 98%
Pressure groups by community - play a meaningful role in speeding up housing 
service delivery  
0% 100%
Beneficiaries play a meaning role in housing planning  11% 89%
Municipal officials are performing good administration function to the satisfaction 
of the  public  
84% 16%
Illegal housing occupation Is rife in housing project development   11% 89%
Is there any Consumer education done by officials?  49% 51%
Housing waiting list is the correct process for allowing people not to jump queue  0% 100%
 
 The highest comments done by the participants, 
highlighted by 15 % that the housing waiting list is 
the correct process for allowing people not to jump 
the queue - on conditions that it is not being 
tampered with and that it should be transparent in 
its allocation; 
 The second highest percentage score of 11% 
reflects that the respondents feel that beneficiaries 
must be consulted in the initial phase of project; 
and  
 The next highest percentage ranging between 
8.5% - 9.6% indicates that respondents commonly 
feel that corruption is rife amongst Officials, 
Councilors and Project Steering Committees.  
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4.7. CONCLUSION  
 
In this chapter the assessment of the role of the Officials in Housing Service 
Delivery in the Nelson Mandela Bay Municipality was reported on.  
 
Furthermore, a clear framework regarding the procedure employed for data 
gathering, processing, as well as the analysis of such data, were described and 
explained.  
 
The Research Methodology enabled the researcher to establish a roadmap on 
how the entire research project should be handled. A brief description of the 
structured Interview Questionnaire was also explained, including Ethical 
Consideration.  The Qualitative Findings were analysed and reported on, 
including the perceptions of residents against officials and the challenges of 
service delivery faced by the Nelson Mandela Bay Municipality, in particular the 
Housing Department.  
 
In the light of the above, the final concluding chapter (Chapter 5) focuses on the 
Recommendations, which will be tabled, for consideration in order to present 
solutions to alleviate the housing challenges in NMBM. The findings of the 
Research and Conclusion will be presented in the next chapter (5).  
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CHAPTER FIVE 
 
SUMMARY, CONCLUSION AND RECOMMENDATIONS 
 
 
5. INTRODUCTION  
 
The purpose of this chapter is to draw final attention to the summary, conclusion 
from all the preceding chapters on the Literature Study and the report on the 
Empirical Investigation as well as to make recommendations. 
 
The conclusion is followed by the recommendations to endeavor to empower the 
Nelson Mandela Bay Municipality on challenges and gaps which have been 
identified in the process of housing service delivery; each recommendation is not 
specifically linked to a specific challenge because of the integrated nature of the 
recommendations. 
 
 
5.1. SUMMARY OF THE STUDY 
 
The aim of the study was to assess the role of the officials in the housing service 
delivery in the Nelson Mandela Bay Municipality. The Local Government and the 
Officials who are involved in the provision of low income housing have a 
responsibility to perform their task successfully to speed up housing service 
delivery for the poorest of the poor, one of the most predominant indicators of 
people’s standard of living or social well being. 
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The objective of the study is to assess the role of the officials in the housing 
service delivery in the Nelson Mandela Bay Municipality. Further objectives of the 
study stemming from this are:  
 To check the current role of officials in housing delivery;  
 To determine how the residents feel about the role of officials in housing 
service delivery;  
 To examine residents’ perceptions and attitudes towards the role of 
officials; and  
 To identify the potential challenges and to draw a conclusion and a 
recommendation.  
 
 It is evident in the Literature Review as well as from the respondents in this 
study (when assessing the role of officials in Nelson Mandela Bay Municipality) 
that there has been progress achieved by the officials in NMBM in housing 
service delivery through the implementation of housing directors and strategic 
objectives.  
 
The Municipality was able to build 22 081 houses from 2006 to December 2010. 
.The number of households relocated from stressed areas from 2006 - 2010 were 
6 683. 100% of households in the informal areas of Nelson Mandela Bay have 
access to safe drinking water within a radius of at least 200m from their homes. 
99% of informal residents have access to electricity. The number of erven 
connected through electrification projects from 2006 - 2010 were 15 485.  
The number of defective houses rectified from 2008 - 2012 through performance 
indicators, is estimated to be 15 419. 
 
The NMBM was accredited at level 1 during 2008 - and to do the following 
functions delegated by accreditation guidelines, to do the Beneficiary 
Management, Subsidy Budget Allocation & Planning and Priority Programme 
Management and Administration. The NMBM was furthermore granted Level 2 
accreditation in February 2011. Approximately 42% of its informal settlements 
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were, moreover, developed into households. It is evident in this study that much 
work had been done by the officials, but there are some pertinent issues which 
were raised: having demonstrated capacity to a certain extent but lacking 
capacity to implement the integrated approach to housing and relocation through 
poor communication between the Directorate, Housing Delivery, Land Planning, 
Social Development, Education and Administration. This lack of the integrated 
approach evidently has an impact on the Housing Sector Plan such as the 
management of urbanization, poor quality of life in informal settlements, Land 
Assembly to promote restructuring, as well as the lack of financial resources to 
acquire land.  
 
The common responsibility from the respondents who participated in this study, 
highlighted the following challenges of the Nelson Mandela Metro which need to 
be given special attention by the officials of Human Settlement, namely:  
 
 Service delivery protests should not be associated with housing only, it must 
be associated with broader social and economic challenges; 
 Lack of Housing Management skills, in particular on type of houses, are being 
constructed with many defects;  
 Alleged cases of corruption and dissatisfaction around who should have 
access to housing subsidies, contributed to protests and the closure of some 
Councilors’ offices;   
 The Housing Waiting list is not properly managed - people are not informed 
about it adequately and often officials decide on the people who should 
receive the houses;   
 The common dissatisfaction was the deficient client interface where the 
beneficiaries could not get their problems addressed, with effective and up to 
date feedback from the officials and councilors;  
 On the quality of housing there were a number of complaints from 
beneficiaries, which range from cracks developing  on the walls soon after 
beneficiaries move in, particularly around windows, doors and corners;  
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 Inadequate implementation of Government policy, poor project management 
and insufficient monitoring capability; 
 The long lead time between the period where a household applies for a house 
in the Municipality and the actual time they eventually received feedback;  
 Lack of a strategy to control beneficiaries to occupy the finished houses’, 
which resulted in illegal occupation;  
 Poor communication between the Housing Department and Budget & 
Treasury  on an appropriate billing system of beneficiaries, which resulted in 
some beneficiaries paying huge bills whilst they never even occupied their 
homes; 
 Selling of houses by community structures to their friends, foreigners and 
family members, which causes protests in some areas;  
 The long delaying process of the environmental impact assessment 
application to the Province and the eventual response;   
 Allocation of funds for building houses from the Province to the Municipality, ;   
 Inexperience and insufficient staff which cause delay in the processing of land 
applications;  
 Inadequate project management and quality assurance capacity re the 
implementation delivering of houses;  
 Lack of urban service plan in order to prevent urban spawn, hence many 
informal settlements are continuing to mushroom;  
 The issue of corruption which relates to the following types; lack of Officials 
controlling the beneficiary management list, non transparency in allocation, 
incompetent contractors given tenders, poor workmanship on houses and 
illegal occupation of houses with no reaction on the side of officials to evict  
those responsible and  
 No transformation of the Directorate of Planning, which is still being controlled 
by whites – who are resisting the release of land close to work or employers 
suburbs.  
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5.2. CONCLUSION  
 
In the light of the preceding chapter on the literature study and the report on the 
Empirical Investigation, it was clear that there is much progress on housing 
delivery issues in the Nelson Mandela Metro Municipality but, at the same time, it 
is noted there are challenges identified by the community which are the root 
cause of protests and dissatisfaction. Unless the above challenges are 
adequately addressed the problem will not be solved. The following 
recommendations are put forward to assess the Institution: 
 
 
5.3. RECOMMENDATIONS 
 
The following recommendations are made, based on the summary and 
conclusion of the study:  
 
 The Municipality, through its officials, must embark on continuous 
engagements with all stakeholders, towards an effective participatory 
mechanism, in order to ensure that the appropriate approach is being utilised, 
to enable an accurate response to the needs of the communities;  
 The community, the public representative i.e. Ward Councilor, Mayoral 
Committees and Municipal officials need to have a buy-in to housing projects 
and other projects, to ensure that support will be forthcoming which would 
cultivate more confidence from the public;  
 Housing delivery should be monitored on a quarterly basis by project 
managers, infrastructure officials, Councilor’s and community structures to 
ensure speedy service delivery;   
   
 
 
119 
 
 
 
 Improved mechanisms to be set in place to communicate budget 
allocations and housing allocation to the various stakeholders in the 
Municipality and the community at large; 
 Need to come up with speedy renewed efforts to have functional Ward 
Committees and furthermore improve on client interface and/or improve the 
communication between residents and the Councilor;   
 The ongoing gripes need to be addressed regarding the roles of officials, 
Councilors and community structures which are corrupt with regard to housing 
service delivery.  
 The quality of training given to officials or project managers, councilors in 
the induction programme and the project steering committee need to be 
intensified and must be of the highest order;   
 The establishment of a guarantee scheme to accommodate people whose 
salaries are too high to get government subsidies, but who earn too little to 
qualify for  bank loans;  
  To establish a Dispute Resolutions Committee at Municipal level to deal 
with illegal occupation of houses and the transfer of houses to beneficiaries 
where there are conflict between the beneficiaries; 
  Address the general failure of understanding the rights and obligations of 
home ownership, tenancy and housing development and the support process, 
which creates a challenge. This must be overcome by the Human Settlement 
Directorate through a campaign of “Education to educate, inform and train 
housing consumers (owners) on their rights and responsibilities” through 
improving the sustainability of the housing unit as an exclusive living 
environment;   
 Flowing from Human Settlement Plans; IDP, Budget and Provincial 
Allocations must be realistic and cash backed in order to meet the target 
plans on housing delivery;  
 The Department of Human Settlement must enter into discussions with 
National and Province Government in order to implement the Level 2 
Accreditation as mandated by Housing Service Delivery;   
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 Another thorny issue, relating to the outstanding housing rectification, led 
to the closure of the Councilor’s office and the Red Location Museum; 
therefore it becomes important to strengthen intergovernmental co-operation 
and collaboration on addressing the backlog of Housing Rectification in Metro. 
 To fast track key and strategic land applications - a multi disciplinary task 
team needs to be in place, comprising of representatives from Municipal 
directorates – which must meet regularly, in order to enhance coordination 
and integration;  
  Municipality has to develop progressive and flexible development policies 
to facilitate integrated development;    
  The Municipality must meet the deadline for submitting housing 
information needed by the Province in order to approve funds and 
applications for housing service delivery;  
 Housing directorate under a project manager must quickly liaise with the 
City Treasurer after housing has been completed, in order to verify 
beneficiaries who should be paying rates;  
 A strategic plan to address the challenges, which seems not to be a 
priority and concerns raised by the beneficiaries, must be put in place and 
monitored; 
 Improve on housing management skills, in particular on a technical level, 
in order to improve and produce quality houses;  
 There should be a balance struck between a policy of the Council on 
reducing informal settlements, which is to receive priority, and beneficiaries 
on the  waiting list  in terms of allocations;   
 Engage private developers to accelerate housing delivery through the 
implementation of mixed use development;  
 Consumer education must be able to highlight various National Housing 
programmes to the community in order to stimulate the growth of the 
Secondary Housing Market;  
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 The Contractor must register with the National Home Builders Registration 
Council in order to be monitored and to make sure that quality stock is build in 
the Municipality;  
 Corruption must be reported on the presidential hotline (17737) and a 
whistle blowing policy needs to be crafted by the Municipality to prevent fraud 
and corruption.  
 
 
5.4. LEARNING AND REFLECTION 
 
5.4.1. Strength of the project  
 
 The support I received from the structures on the community level in this  
study was overwhelming;  
 Out of 60 questionnaires distributed, 43 were returned;   
 The high response rate can be attributed to others within the community 
as a means to vent their dissatisfaction on Housing Delivery. 
 
5.4.2. Weakness of the project  
 Not all questionnaires were returned;  
 Not all the residents were willing to complete questionnaires;   
 Not all employees from the Housing Department were able to cooperate 
during the study.  
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APPENDIXES 
 
Appendix 1 - Request Letter for Interviews to NMBM Municipal Manager 
 
7th Street  
White Location  
New Brighton 
Port Elizabeth 
6200 
 
Acting Municipal Manager  
Govan Mbeki Avenue 
PO Box 116 
Port Elizabeth 
 
 
Dear Acting Municipal Manager  
 
RE: REQUEST TO DO ACADEMIC RESEARCH 
 
I, Jimmy Vuyisile Tutu, Councilor serving in the Standing Committee of 
Infrastructure & Engineering, as well as being the Chairperson of the Municipal 
Accounts Committee, am currently doing a Masters Degree in Public 
Administration at the University of Fort Hare, which is being sponsored by the 
Municipality in partnership with SALGA.  
 
Part of my curriculum includes a research project, which is based on the 
Assessment of the Housing Officials with regard to Service Delivery, which is a 
case study for the Nelson Mandela Bay Municipality.  
 
I would highly appreciate if you would grant me permission to do this research. 
The results of the research study will be used strictly for academic purposes and 
all the results will be anonymous and hence underscore confidentiality to any 
person interviewed, except your office.  
 
I thank you for your support.  
 
Yours faithfully 
 
 
Jimmy Tutu  
PR Councilor, NMBM  
Cell 0794900063 | Email vtutu@mandelametro.gov.za  
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Appendix 2 - Response Letter Executive Director Human Settlements  
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Appendix 4 - Request Permission Letter to the Respondents 
 
7th Street 
         White Location 
         New Brighton 
         Port Elizabeth 
         6200 
 
Nelson Mandela Bay Municipality 
Masangwana Ville & New Brighton Silverton residents 
New Brighton 
Port Elizabeth 
6200 
 
Hello, my name is Jimmy Vuyisile Tutu 
 
I am a student at the Fort Hare University. I am doing Academic research in your 
Community. The study of my research is: 
 
AN ASSESSMENT OF THE ROLE OF OFFICIALS IN HOUSING SERVICE 
DELIVERY IN THE NELSON MANDELA BAY MUNICIPALITY (2000 – 2013) 
 
 
I would like to request you to participate in this study through interviews or by 
answering questions. Please be aware that it is your choice to refuse or accept to 
participate. You will not be paid for participation on this exercise. Participation will 
be strictly voluntary and confidential. 
 
You are not required to give your name and you have the right to withdraw at any 
time. For any queries or concerns regarding the research, please contact J.V. 
Tutu at 079 490 0063 or email to vtutu@mandelametro@gov.za. I should be 
grateful of you could return your questionnaire by the end of November 2013. A 
self-addressed envelope has been provided for confidentiality purposes. 
The Questionnaire can be dropped inside an envelope or drop in the councilor’s 
office (WAR Memorial Hall, New Brighton). 
 
Thank you for your support 
 
 
Yours faithfully 
 
 
Jimmy Tutu  
Cell 079 490 0063 
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Appendix 4 - Various Media Report Attachments  
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